
Natural Resources Incidents Report
3/1/2010 to 3/31/2010 as of 4/1/2010

First Contact Resolution 

Natural Resources

Top Number - Total Incidents

Bottom Number - FCR Met

High Low Medium Total

Billing Billing None None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0
0

2
0

0
0

2
0

Capitol 

Desktop 

Support

_No Tier 2 None BlackBerry 0

0

1

0

0

0

1

0

None 0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Application Error Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.

Cells displayed show the number of incidents resolved on first contact during the reporting period.



High Low Medium Total

Capitol 

Desktop 

Support

Application Total 0

0

1

0

0

0

1

0

Mobile Devices Error BlackBerry 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

4
0

0
0

4
0

Capitol Hosting _No Tier 2 None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Application Error Novell 

Messenger

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Server Hardware None 1

0

0

0

0

0

1

0

Total 1

0

0

0

0

0

1

0

Total 1

0

0

0

0

0

1

0

Total 1
0

2
0

0
0

3
0

Diebold EIS Hardware None None 0

0

1

0

0

0

1

0



High Low Medium Total

Diebold EIS Hardware None Total 0

0

1

0

0

0

1

0

Printer None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Total 0
0

2
0

0
0

2
0

Help Desk Application Error Microsoft Word 0

0

1

0

0

0

1

0

None 0

0

1

1

0

0

1

1

Utah Master 

Directory

0

0

1

1

0

0

1

1

Total 0

0

3

2

0

0

3

2

Reporting None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

4

3

0

0

4

3

EIS Hardware None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Gascard Card Gascard 0

0

1

1

0

0

1

1



High Low Medium Total

Help Desk Gascard Card Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Network Error None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Password None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

2

2

0

0

2

2

Total 0
0

8
6

0
0

8
6

Metro B Help 

Desk

_No Tier 2 None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0

Metro C 

Desktop 

Support

Application Error None 0

0

1

0

0

0

1

0

Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Password PGP for 

Windows

0

0

1

0

0

0

1

0



High Low Medium Total

Metro C 

Desktop 

Support

Application Password Total 0

0

1

0

0

0

1

0

Total 0

0

3

0

0

0

3

0

Network Error Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

PC/Laptop Hardware None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Print/Copy/Sca

n/Fax

Error Code None 0

0

1

0

0

0

1

0

Novell iPrint 0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0
0

7
0

0
0

7
0

Metro D 

Desktop 

Support

_No Tier 2 None None 0

0

39

0

3

0

42

0

Novell Client 

for 32-bit 

0

0

2

0

0

0

2

0

Novell 

ConsoleOne

0

0

6

1

0

0

6

1



High Low Medium Total

Metro D 

Desktop 

Support

_No Tier 2 None Novell 

GroupWise

0

0

1

1

0

0

1

1

Total 0

0

48

2

3

0

51

2

Total 0

0

48

2

3

0

51

2

Application Error Adobe Acrobat 

8.0 Standard

0

0

1

0

0

0

1

0

Corel 

WordPerfect

0

0

1

0

0

0

1

0

Microsoft Excel 0

0

2

0

0

0

2

0

Microsoft Office 

2003 

0

0

1

0

0

0

1

0

Microsoft 

Windows XP 

0

0

2

0

0

0

2

0

None 0

0

10

0

0

0

10

0

Novell Client 

for 32-bit 

0

0

3

0

0

0

3

0

Novell 

ConsoleOne

0

0

1

0

0

0

1

0

Novell 

GroupWise

0

0

8

0

0

0

8

0

Roxio Media 

Manager

0

0

1

0

0

0

1

0

ZENworks for 

Desktops

0

0

1

1

0

0

1

1

Total 0

0

31

1

0

0

31

1

None None 0

0

1

0

1

0

2

0



High Low Medium Total

Metro D 

Desktop 

Support

Application None Total 0

0

1

0

1

0

2

0

Password Utah Master 

Directory

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Reporting Microsoft Word 0

0

1

0

0

0

1

0

None 0

0

2

0

0

0

2

0

Novell 

ConsoleOne

0

0

1

0

0

0

1

0

Novell 

GroupWise

0

0

4

0

0

0

4

0

Oracle 8 ODBC 

Driver

0

0

1

0

0

0

1

0

Total 0

0

9

0

0

0

9

0

Total 0

0

42

1

1

0

43

1

Mobile Devices Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Network Error Aventail VPN 

Client

0

0

1

0

0

0

1

0

None 0

0

14

1

1

0

15

1

Novell Client 

for 32-bit 

0

0

7

0

1

0

8

0



High Low Medium Total

Metro D 

Desktop 

Support

Network Error Novell 

ConsoleOne

0

0

1

0

0

0

1

0

Total 0

0

23

1

2

0

25

1

Incident None 0

0

3

0

1

0

4

0

Novell 

ConsoleOne

0

0

2

1

0

0

2

1

Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

6

1

1

0

7

1

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Password None 0

0

2

0

0

0

2

0

Novell Client 

for 32-bit 

0

0

2

0

0

0

2

0

Novell 

ConsoleOne

0

0

2

0

0

0

2

0

Utah Master 

Directory

0

0

1

0

0

0

1

0

Total 0

0

7

0

0

0

7

0

Performance Novell Client 

for 32-bit 

0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Virus None 0

0

2

0

0

0

2

0



High Low Medium Total

Metro D 

Desktop 

Support

Network Virus Total 0

0

2

0

0

0

2

0

Total 0

0

40

3

3

0

43

3

PC/Laptop Error Microsoft Word 0

0

1

0

0

0

1

0

None 1

0

12

0

0

0

13

0

Novell 

GroupWise

0

0

2

0

0

0

2

0

Total 1

0

15

0

0

0

16

0

Hardware Microsoft Office 

Professional 

0

0

1

0

0

0

1

0

None 0

0

5

0

1

0

6

0

Total 0

0

6

0

1

0

7

0

None None 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Performance Microsoft Office 0

0

1

0

0

0

1

0

None 0

0

2

0

0

0

2

0

Total 0

0

3

0

0

0

3

0

Virus None 0

0

11

0

0

0

11

0

Novell 

GroupWise

0

0

1

0

0

0

1

0



High Low Medium Total

Metro D 

Desktop 

Support

PC/Laptop Virus Symantec 

AntiVirus

0

0

3

0

0

0

3

0

Total 0

0

15

0

0

0

15

0

Total 1

0

42

0

1

0

44

0

Print/Copy/Sca

n/Fax

Error Code None 2

0

5

1

0

0

7

1

Total 2

0

5

1

0

0

7

1

Incident None 0

0

15

0

0

0

15

0

Novell iPrint 0

0

1

0

0

0

1

0

Total 0

0

16

0

0

0

16

0

None None 0

0

4

0

0

0

4

0

Total 0

0

4

0

0

0

4

0

Total 2

0

25

1

0

0

27

1

Server None None 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Total 3
0

201
7

8
0

212
7

Metro D Help 

Desk

_No Tier 2 None None 0

0

4

0

1

0

5

0



High Low Medium Total

Metro D Help 

Desk

_No Tier 2 None Total 0

0

4

0

1

0

5

0

Total 0

0

4

0

1

0

5

0

Application Error Microsoft Excel 0

0

1

1

0

0

1

1

None 0

0

1

0

0

0

1

0

Novell 

GroupWise

0

0

2

1

0

0

2

1

Total 0

0

4

2

0

0

4

2

None Microsoft Excel 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Password Novell 

GroupWise

0

0

3

0

0

0

3

0

Novell 

Messenger

0

0

1

0

0

0

1

0

Total 0

0

4

0

0

0

4

0

Reporting Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

10

3

0

0

10

3

Network Error None 0

0

1

0

0

0

1

0

Novell Client 

for 32-bit 

0

0

2

1

0

0

2

1



High Low Medium Total

Metro D Help 

Desk

Network Error Total 0

0

3

1

0

0

3

1

Incident None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Password None 0

0

2

2

0

0

2

2

Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Total 0

0

3

2

0

0

3

2

Performance None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

9

3

0

0

9

3

PC/Laptop Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Password None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Print/Copy/Sca

n/Fax

Incident Novell iPrint 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1



High Low Medium Total

Metro D Help 

Desk

Print/Copy/Sca

n/Fax

Total 0

0

1

1

0

0

1

1

Server Error Microsoft 

Access

0

0

1

0

0

0

1

0

None 0

0

1

1

0

0

1

1

Total 0

0

2

1

0

0

2

1

Total 0

0

2

1

0

0

2

1

Total 0
0

28
8

1
0

29
8

Metro D 

Hosting

_No Tier 2 None None 0

0

4

0

0

0

4

0

Total 0

0

4

0

0

0

4

0

Total 0

0

4

0

0

0

4

0

Application Error None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Reporting None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

3

0

0

0

3

0

Network Error None 0

0

11

0

0

0

11

0

Novell Client 

for 32-bit 

1

0

3

0

1

0

5

0



High Low Medium Total

Metro D 

Hosting

Network Error Total 1

0

14

0

1

0

16

0

Incident None 0

0

1

0

1

0

2

0

Total 0

0

1

0

1

0

2

0

Performance None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 1

0

17

0

2

0

20

0

Print/Copy/Sca

n/Fax

Error Code Novell iPrint 0

0

0

0

1

0

1

0

Total 0

0

0

0

1

0

1

0

Incident None 0

0

3

0

0

0

3

0

Novell iPrint 0

0

4

0

0

0

4

0

Total 0

0

7

0

0

0

7

0

Queue None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

8

0

1

0

9

0

Server Error None 0

0

6

0

0

0

6

0

Total 0

0

6

0

0

0

6

0



High Low Medium Total

Metro D 

Hosting

Server None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

7

0

0

0

7

0

Total 1
0

39
0

3
0

43
0

Metro D 

Network

_No Tier 2 None None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Network Error None 0

0

2

0

1

0

3

0

Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Total 0

0

3

0

1

0

4

0

Total 0

0

3

0

1

0

4

0

Total 0
0

5
0

1
0

6
0

Metro D North 

Desktop 

Support

_No Tier 2 None None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Application Error Microsoft 

Windows XP 

0

0

2

1

0

0

2

1



High Low Medium Total

Metro D North 

Desktop 

Support

Application Error PGP 0

0

1

0

0

0

1

0

Total 0

0

3

1

0

0

3

1

Password PGP Desktop 

Security

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

4

1

0

0

4

1

Network Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

PC/Laptop Performance None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Virus None 0

0

1

1

1

0

2

1

Total 0

0

1

1

1

0

2

1

Total 0

0

2

1

1

0

3

1

Print/Copy/Sca

n/Fax

Error Code None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



High Low Medium Total

Metro D North 

Desktop 

Support

Total 0
0

10
2

1
0

11
2

Rural Central 

Desktop 

Support

Application Error Corel 

WordPerfect 

0

0

1

1

0

0

1

1

Microsoft 

Access 2003

0

0

1

0

0

0

1

0

Microsoft Office 

2000 

0

0

1

0

0

0

1

0

Microsoft Office 

2003 

0

0

1

1

0

0

1

1

None 0

0

1

1

0

0

1

1

PGP 0

0

1

1

0

0

1

1

Roxio Media 

Manager

0

0

1

0

0

0

1

0

Total 0

0

7

4

0

0

7

4

Total 0

0

7

4

0

0

7

4

Network Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

PC/Laptop Error Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

None 0

0

2

0

0

0

2

0



High Low Medium Total

Rural Central 

Desktop 

Support

PC/Laptop Error Total 0

0

4

0

0

0

4

0

Hardware None 0

0

3

2

0

0

3

2

Total 0

0

3

2

0

0

3

2

Performance None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Virus None 0

0

2

0

0

0

2

0

Symantec 

AntiVirus

0

0

1

1

0

0

1

1

Symantec 

Endpoint 

0

0

1

0

0

0

1

0

Total 0

0

4

1

0

0

4

1

Total 0

0

12

3

0

0

12

3

Print/Copy/Sca

n/Fax

Incident None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

None None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

3

1

0

0

3

1

Server Error ARCserve for 

NetWare

0

0

1

1

0

0

1

1



High Low Medium Total

Rural Central 

Desktop 

Support

Server Error Total 0

0

1

1

0

0

1

1

Hardware None 0

0

3

3

0

0

3

3

Total 0

0

3

3

0

0

3

3

Total 0

0

4

4

0

0

4

4

Total 0
0

27
12

0
0

27
12

Rural South 

Desktop 

Support

_No Tier 2 None Acrobat Reader 0

0

1

0

0

0

1

0

Adobe Reader 0

0

1

0

0

0

1

0

ArcGIS 0

0

1

1

0

0

1

1

Internet 

Explorer

0

0

2

1

0

0

2

1

Microsoft 

Windows XP 

0

0

2

1

0

0

2

1

None 0

0

1

0

1

0

2

0

Novell 

GroupWise

0

0

1

0

0

0

1

0

Novell 

GroupWise 

0

0

1

0

0

0

1

0

PGP for 

Windows

0

0

0

0

1

1

1

1

Symantec 

Endpoint 

0

0

3

1

0

0

3

1

Total 0

0

13

4

2

1

15

5



High Low Medium Total

Rural South 

Desktop 

Support

_No Tier 2 Total 0

0

13

4

2

1

15

5

Application Error None 0

0

1

1

0

0

1

1

Novell 

GroupWise

0

0

1

0

0

0

1

0

PGP 0

0

1

0

0

0

1

0

Total 0

0

3

1

0

0

3

1

None ArcGIS 0

0

1

0

0

0

1

0

Corel 

WordPerfect

0

0

1

0

0

0

1

0

Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

Total 0

0

3

0

0

0

3

0

Total 0

0

6

1

0

0

6

1

Network Performance None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Virus None 0

0

2

0

0

0

2

0

Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Total 0

0

3

0

0

0

3

0

Total 0

0

4

0

0

0

4

0



High Low Medium Total

Rural South 

Desktop 

Support

PC/Laptop Error None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Hardware None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Performance None 0

0

3

1

0

0

3

1

Total 0

0

3

1

0

0

3

1

Virus Symantec 

Endpoint 

0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

8

3

0

0

8

3

Print/Copy/Sca

n/Fax

Incident None 0

0

5

2

0

0

5

2

Total 0

0

5

2

0

0

5

2

Queue None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

6

3

0

0

6

3



High Low Medium Total

Rural South 

Desktop 

Support

Total 0
0

37
11

2
1

39
12

Security Application Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0

Voice 

Operations

Telecom Call/Receive None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Dial Tone Telephone 0

0

0

0

2

0

2

0

Total 0

0

0

0

2

0

2

0

Feature Telephone 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Hardware None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

None None 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Voice Mail None 0

0

3

0

0

0

3

0



High Low Medium Total

Voice 

Operations

Telecom Voice Mail Total 0

0

3

0

0

0

3

0

Total 0

0

10

0

2

0

12

0

Total 0
0

10
0

2
0

12
0

Voice/Data/WA

N Services

Telecom Hardware None 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Total 0
0

3
0

0
0

3
0

Wireless 

Services

_No Tier 2 None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0

Total 5
0

388
46

18
1

411
47



High Low Medium Total

Billing Billing None None 0

0

2

1

0

0

2

1

Total 0

0

2

1

0

0

2

1

Total 0

0

2

1

0

0

2

1

Total 0
0

2
1

0
0

2
1

Capitol 

Desktop 

Support

_No Tier 2 None BlackBerry 0

0

1

0

0

0

1

0

None 0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Application Error Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Mobile Devices Error BlackBerry 0

0

1

0

0

0

1

0

Missed Initial Response

Top Number - Total Incidents

Bottom Number - Missed Inital Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock minutes. 

Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period. 



High Low Medium Total

Capitol 

Desktop 

Support

Mobile Devices Error Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

4
0

0
0

4
0

Capitol Hosting _No Tier 2 None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Application Error Novell 

Messenger

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Server Hardware None 1

0

0

0

0

0

1

0

Total 1

0

0

0

0

0

1

0

Total 1

0

0

0

0

0

1

0

Total 1
0

2
0

0
0

3
0

Diebold EIS Hardware None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Printer None 0

0

1

0

0

0

1

0



High Low Medium Total

Diebold EIS Hardware Printer Total 0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Total 0
0

2
0

0
0

2
0

Help Desk Application Error Microsoft Word 0

0

1

0

0

0

1

0

None 0

0

1

0

0

0

1

0

Utah Master 

Directory

0

0

1

0

0

0

1

0

Total 0

0

3

0

0

0

3

0

Reporting None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

4

0

0

0

4

0

EIS Hardware None None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Gascard Card Gascard 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



High Low Medium Total

Help Desk Network Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Password None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Total 0
0

8
1

0
0

8
1

Metro B Help 

Desk

_No Tier 2 None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0

Metro C 

Desktop 

Support

Application Error None 0

0

1

1

0

0

1

1

Novell 

GroupWise

0

0

1

1

0

0

1

1

Total 0

0

2

2

0

0

2

2

Password PGP for 

Windows

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

3

2

0

0

3

2



High Low Medium Total

Metro C 

Desktop 

Support

Network Error Novell Client 

for 32-bit 

0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

PC/Laptop Hardware None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Print/Copy/Sca

n/Fax

Error Code None 0

0

1

0

0

0

1

0

Novell iPrint 0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0
0

7
3

0
0

7
3

Metro D 

Desktop 

Support

_No Tier 2 None None 0

0

39

5

3

1

42

6

Novell Client 

for 32-bit 

0

0

2

0

0

0

2

0

Novell 

ConsoleOne

0

0

6

0

0

0

6

0

Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

48

5

3

1

51

6



High Low Medium Total

Metro D 

Desktop 

Support

_No Tier 2 Total 0

0

48

5

3

1

51

6

Application Error Adobe Acrobat 

8.0 Standard

0

0

1

1

0

0

1

1

Corel 

WordPerfect

0

0

1

0

0

0

1

0

Microsoft Excel 0

0

2

0

0

0

2

0

Microsoft Office 

2003 

0

0

1

0

0

0

1

0

Microsoft 

Windows XP 

0

0

2

0

0

0

2

0

None 0

0

10

1

0

0

10

1

Novell Client 

for 32-bit 

0

0

3

2

0

0

3

2

Novell 

ConsoleOne

0

0

1

0

0

0

1

0

Novell 

GroupWise

0

0

8

1

0

0

8

1

Roxio Media 

Manager

0

0

1

0

0

0

1

0

ZENworks for 

Desktops

0

0

1

0

0

0

1

0

Total 0

0

31

5

0

0

31

5

None None 0

0

1

0

1

0

2

0

Total 0

0

1

0

1

0

2

0

Password Utah Master 

Directory

0

0

1

0

0

0

1

0



High Low Medium Total

Metro D 

Desktop 

Support

Application Password Total 0

0

1

0

0

0

1

0

Reporting Microsoft Word 0

0

1

1

0

0

1

1

None 0

0

2

1

0

0

2

1

Novell 

ConsoleOne

0

0

1

0

0

0

1

0

Novell 

GroupWise

0

0

4

1

0

0

4

1

Oracle 8 ODBC 

Driver

0

0

1

0

0

0

1

0

Total 0

0

9

3

0

0

9

3

Total 0

0

42

8

1

0

43

8

Mobile Devices Error None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Network Error Aventail VPN 

Client

0

0

1

0

0

0

1

0

None 0

0

14

4

1

1

15

5

Novell Client 

for 32-bit 

0

0

7

2

1

0

8

2

Novell 

ConsoleOne

0

0

1

1

0

0

1

1

Total 0

0

23

7

2

1

25

8



High Low Medium Total

Metro D 

Desktop 

Support

Network Incident None 0

0

3

2

1

1

4

3

Novell 

ConsoleOne

0

0

2

0

0

0

2

0

Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

6

2

1

1

7

3

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Password None 0

0

2

0

0

0

2

0

Novell Client 

for 32-bit 

0

0

2

0

0

0

2

0

Novell 

ConsoleOne

0

0

2

0

0

0

2

0

Utah Master 

Directory

0

0

1

1

0

0

1

1

Total 0

0

7

1

0

0

7

1

Performance Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Virus None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

40

10

3

2

43

12



High Low Medium Total

Metro D 

Desktop 

Support

PC/Laptop Error Microsoft Word 0

0

1

0

0

0

1

0

None 1

0

12

1

0

0

13

1

Novell 

GroupWise

0

0

2

0

0

0

2

0

Total 1

0

15

1

0

0

16

1

Hardware Microsoft Office 

Professional 

0

0

1

0

0

0

1

0

None 0

0

5

0

1

0

6

0

Total 0

0

6

0

1

0

7

0

None None 0

0

3

1

0

0

3

1

Total 0

0

3

1

0

0

3

1

Performance Microsoft Office 0

0

1

0

0

0

1

0

None 0

0

2

0

0

0

2

0

Total 0

0

3

0

0

0

3

0

Virus None 0

0

11

2

0

0

11

2

Novell 

GroupWise

0

0

1

0

0

0

1

0

Symantec 

AntiVirus

0

0

3

1

0

0

3

1

Total 0

0

15

3

0

0

15

3



High Low Medium Total

Metro D 

Desktop 

Support

PC/Laptop Total 1

0

42

5

1

0

44

5

Print/Copy/Sca

n/Fax

Error Code None 2

1

5

2

0

0

7

3

Total 2

1

5

2

0

0

7

3

Incident None 0

0

15

5

0

0

15

5

Novell iPrint 0

0

1

0

0

0

1

0

Total 0

0

16

5

0

0

16

5

None None 0

0

4

0

0

0

4

0

Total 0

0

4

0

0

0

4

0

Total 2

1

25

7

0

0

27

8

Server None None 0

0

3

1

0

0

3

1

Total 0

0

3

1

0

0

3

1

Total 0

0

3

1

0

0

3

1

Total 3
1

201
37

8
3

212
41

Metro D Help 

Desk

_No Tier 2 None None 0

0

4

0

1

0

5

0

Total 0

0

4

0

1

0

5

0

Total 0

0

4

0

1

0

5

0



High Low Medium Total

Metro D Help 

Desk

Application Error Microsoft Excel 0

0

1

0

0

0

1

0

None 0

0

1

1

0

0

1

1

Novell 

GroupWise

0

0

2

1

0

0

2

1

Total 0

0

4

2

0

0

4

2

None Microsoft Excel 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Password Novell 

GroupWise

0

0

3

2

0

0

3

2

Novell 

Messenger

0

0

1

0

0

0

1

0

Total 0

0

4

2

0

0

4

2

Reporting Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

10

4

0

0

10

4

Network Error None 0

0

1

0

0

0

1

0

Novell Client 

for 32-bit 

0

0

2

1

0

0

2

1

Total 0

0

3

1

0

0

3

1

Incident None 0

0

2

0

0

0

2

0



High Low Medium Total

Metro D Help 

Desk

Network Incident Total 0

0

2

0

0

0

2

0

Password None 0

0

2

0

0

0

2

0

Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Total 0

0

3

0

0

0

3

0

Performance None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

9

2

0

0

9

2

PC/Laptop Error None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Password None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

2

1

0

0

2

1

Print/Copy/Sca

n/Fax

Incident Novell iPrint 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Server Error Microsoft 

Access

0

0

1

0

0

0

1

0



High Low Medium Total

Metro D Help 

Desk

Server Error None 0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0
0

28
7

1
0

29
7

Metro D 

Hosting

_No Tier 2 None None 0

0

4

1

0

0

4

1

Total 0

0

4

1

0

0

4

1

Total 0

0

4

1

0

0

4

1

Application Error None 0

0

2

1

0

0

2

1

Total 0

0

2

1

0

0

2

1

Reporting None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

3

1

0

0

3

1

Network Error None 0

0

11

4

0

0

11

4

Novell Client 

for 32-bit 

1

1

3

1

1

1

5

3

Total 1

1

14

5

1

1

16

7

Incident None 0

0

1

1

1

0

2

1



High Low Medium Total

Metro D 

Hosting

Network Incident Total 0

0

1

1

1

0

2

1

Performance None 0

0

2

1

0

0

2

1

Total 0

0

2

1

0

0

2

1

Total 1

1

17

7

2

1

20

9

Print/Copy/Sca

n/Fax

Error Code Novell iPrint 0

0

0

0

1

1

1

1

Total 0

0

0

0

1

1

1

1

Incident None 0

0

3

2

0

0

3

2

Novell iPrint 0

0

4

2

0

0

4

2

Total 0

0

7

4

0

0

7

4

Queue None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

8

5

1

1

9

6

Server Error None 0

0

6

2

0

0

6

2

Total 0

0

6

2

0

0

6

2

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



High Low Medium Total

Metro D 

Hosting

Server Total 0

0

7

2

0

0

7

2

Total 1
1

39
16

3
2

43
19

Metro D 

Network

_No Tier 2 None None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Network Error None 0

0

2

0

1

0

3

0

Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Total 0

0

3

0

1

0

4

0

Total 0

0

3

0

1

0

4

0

Total 0
0

5
0

1
0

6
0

Metro D North 

Desktop 

Support

_No Tier 2 None None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Application Error Microsoft 

Windows XP 

0

0

2

2

0

0

2

2

PGP 0

0

1

0

0

0

1

0

Total 0

0

3

2

0

0

3

2



High Low Medium Total

Metro D North 

Desktop 

Support

Application Password PGP Desktop 

Security

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

4

2

0

0

4

2

Network Error None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

PC/Laptop Performance None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Virus None 0

0

1

0

1

0

2

0

Total 0

0

1

0

1

0

2

0

Total 0

0

2

0

1

0

3

0

Print/Copy/Sca

n/Fax

Error Code None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

10
3

1
0

11
3

Rural Central 

Desktop 

Support

Application Error Corel 

WordPerfect 

0

0

1

0

0

0

1

0



High Low Medium Total

Rural Central 

Desktop 

Support

Application Error Microsoft 

Access 2003

0

0

1

0

0

0

1

0

Microsoft Office 

2000 

0

0

1

0

0

0

1

0

Microsoft Office 

2003 

0

0

1

0

0

0

1

0

None 0

0

1

0

0

0

1

0

PGP 0

0

1

0

0

0

1

0

Roxio Media 

Manager

0

0

1

0

0

0

1

0

Total 0

0

7

0

0

0

7

0

Total 0

0

7

0

0

0

7

0

Network Error None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

PC/Laptop Error Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

None 0

0

2

0

0

0

2

0

Total 0

0

4

0

0

0

4

0

Hardware None 0

0

3

0

0

0

3

0



High Low Medium Total

Rural Central 

Desktop 

Support

PC/Laptop Hardware Total 0

0

3

0

0

0

3

0

Performance None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Virus None 0

0

2

0

0

0

2

0

Symantec 

AntiVirus

0

0

1

0

0

0

1

0

Symantec 

Endpoint 

0

0

1

0

0

0

1

0

Total 0

0

4

0

0

0

4

0

Total 0

0

12

0

0

0

12

0

Print/Copy/Sca

n/Fax

Incident None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

None None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

3

0

0

0

3

0

Server Error ARCserve for 

NetWare

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Hardware None 0

0

3

0

0

0

3

0



High Low Medium Total

Rural Central 

Desktop 

Support

Server Hardware Total 0

0

3

0

0

0

3

0

Total 0

0

4

0

0

0

4

0

Total 0
0

27
1

0
0

27
1

Rural South 

Desktop 

Support

_No Tier 2 None Acrobat Reader 0

0

1

0

0

0

1

0

Adobe Reader 0

0

1

0

0

0

1

0

ArcGIS 0

0

1

0

0

0

1

0

Internet 

Explorer

0

0

2

0

0

0

2

0

Microsoft 

Windows XP 

0

0

2

0

0

0

2

0

None 0

0

1

0

1

0

2

0

Novell 

GroupWise

0

0

1

0

0

0

1

0

Novell 

GroupWise 

0

0

1

0

0

0

1

0

PGP for 

Windows

0

0

0

0

1

0

1

0

Symantec 

Endpoint 

0

0

3

0

0

0

3

0

Total 0

0

13

0

2

0

15

0

Total 0

0

13

0

2

0

15

0

Application Error None 0

0

1

0

0

0

1

0



High Low Medium Total

Rural South 

Desktop 

Support

Application Error Novell 

GroupWise

0

0

1

1

0

0

1

1

PGP 0

0

1

1

0

0

1

1

Total 0

0

3

2

0

0

3

2

None ArcGIS 0

0

1

0

0

0

1

0

Corel 

WordPerfect

0

0

1

0

0

0

1

0

Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

Total 0

0

3

0

0

0

3

0

Total 0

0

6

2

0

0

6

2

Network Performance None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Virus None 0

0

2

0

0

0

2

0

Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Total 0

0

3

0

0

0

3

0

Total 0

0

4

0

0

0

4

0

PC/Laptop Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



High Low Medium Total

Rural South 

Desktop 

Support

PC/Laptop Hardware None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Performance None 0

0

3

1

0

0

3

1

Total 0

0

3

1

0

0

3

1

Virus Symantec 

Endpoint 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

8

1

0

0

8

1

Print/Copy/Sca

n/Fax

Incident None 0

0

5

0

0

0

5

0

Total 0

0

5

0

0

0

5

0

Queue None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

6

0

0

0

6

0

Total 0
0

37
3

2
0

39
3

Security Application Error None 0

0

1

1

0

0

1

1



High Low Medium Total

Security Application Error Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0
0

1
1

0
0

1
1

Voice 

Operations

Telecom Call/Receive None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Dial Tone Telephone 0

0

0

0

2

0

2

0

Total 0

0

0

0

2

0

2

0

Feature Telephone 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Hardware None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

None None 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Voice Mail None 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Total 0

0

10

0

2

0

12

0



High Low Medium Total

Voice 

Operations

Total 0
0

10
0

2
0

12
0

Voice/Data/WA

N Services

Telecom Hardware None 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Total 0
0

3
0

0
0

3
0

Wireless 

Services

_No Tier 2 None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0

Total 5
2

388
73

18
5

411
80



Average Time To Initial Response

Top Number - Total Incidents

Bottom Number -Average time in hours

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock hour minutes. 

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

High Low Medium Total

Billing Billing None None 0

0.00

2

2.91

0

0.00

2

2.91

Total 0

0.00

2

2.91

0

0.00

2

2.91

Total 0

0.00

2

2.91

0

0.00

2

2.91

Total 0
0.00

2
2.91

0
0.00

2
2.91

Capitol 

Desktop 

Support

_No Tier 2 None BlackBerry 0

0.00

1

0.30

0

0.00

1

0.30

None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

2

0.15

0

0.00

2

0.15

Total 0

0.00

2

0.15

0

0.00

2

0.15

Application Error Novell 

GroupWise

0

0.00

1

0.66

0

0.00

1

0.66

Total 0

0.00

1

0.66

0

0.00

1

0.66

Total 0

0.00

1

0.66

0

0.00

1

0.66

Mobile Devices Error BlackBerry 0

0.00

1

0.34

0

0.00

1

0.34



High Low Medium Total

Capitol 

Desktop 

Support

Mobile Devices Error Total 0

0.00

1

0.34

0

0.00

1

0.34

Total 0

0.00

1

0.34

0

0.00

1

0.34

Total 0
0.00

4
0.32

0
0.00

4
0.32

Capitol Hosting _No Tier 2 None None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Application Error Novell 

Messenger

0

0.00

1

0.44

0

0.00

1

0.44

Total 0

0.00

1

0.44

0

0.00

1

0.44

Total 0

0.00

1

0.44

0

0.00

1

0.44

Server Hardware None 1

0.27

0

0.00

0

0.00

1

0.27

Total 1

0.27

0

0.00

0

0.00

1

0.27

Total 1

0.27

0

0.00

0

0.00

1

0.27

Total 1
0.27

2
0.22

0
0.00

3
0.24

Diebold EIS Hardware None None 0

0.00

1

0.25

0

0.00

1

0.25

Total 0

0.00

1

0.25

0

0.00

1

0.25

Printer None 0

0.00

1

0.29

0

0.00

1

0.29



High Low Medium Total

Diebold EIS Hardware Printer Total 0

0.00

1

0.29

0

0.00

1

0.29

Total 0

0.00

2

0.27

0

0.00

2

0.27

Total 0
0.00

2
0.27

0
0.00

2
0.27

Help Desk Application Error Microsoft Word 0

0.00

1

0.21

0

0.00

1

0.21

None 0

0.00

1

0.29

0

0.00

1

0.29

Utah Master 

Directory

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

3

0.17

0

0.00

3

0.17

Reporting None 0

0.00

1

0.12

0

0.00

1

0.12

Total 0

0.00

1

0.12

0

0.00

1

0.12

Total 0

0.00

4

0.15

0

0.00

4

0.15

EIS Hardware None None 0

0.00

1

1.33

0

0.00

1

1.33

Total 0

0.00

1

1.33

0

0.00

1

1.33

Total 0

0.00

1

1.33

0

0.00

1

1.33

Gascard Card Gascard 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00



High Low Medium Total

Help Desk Network Error None 0

0.00

1

1.84

0

0.00

1

1.84

Total 0

0.00

1

1.84

0

0.00

1

1.84

Password None 0

0.00

1

0.05

0

0.00

1

0.05

Total 0

0.00

1

0.05

0

0.00

1

0.05

Total 0

0.00

2

0.94

0

0.00

2

0.94

Total 0
0.00

8
0.51

0
0.00

8
0.51

Metro B Help 

Desk

_No Tier 2 None None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0
0.00

1
0.00

0
0.00

1
0.00

Metro C 

Desktop 

Support

Application Error None 0

0.00

1

2.20

0

0.00

1

2.20

Novell 

GroupWise

0

0.00

1

4.90

0

0.00

1

4.90

Total 0

0.00

2

3.55

0

0.00

2

3.55

Password PGP for 

Windows

0

0.00

1

0.65

0

0.00

1

0.65

Total 0

0.00

1

0.65

0

0.00

1

0.65

Total 0

0.00

3

2.59

0

0.00

3

2.59



High Low Medium Total

Metro C 

Desktop 

Support

Network Error Novell Client 

for 32-bit 

0

0.00

1

1.91

0

0.00

1

1.91

Total 0

0.00

1

1.91

0

0.00

1

1.91

Total 0

0.00

1

1.91

0

0.00

1

1.91

PC/Laptop Hardware None 0

0.00

1

0.43

0

0.00

1

0.43

Total 0

0.00

1

0.43

0

0.00

1

0.43

Total 0

0.00

1

0.43

0

0.00

1

0.43

Print/Copy/Sca

n/Fax

Error Code None 0

0.00

1

0.06

0

0.00

1

0.06

Novell iPrint 0

0.00

1

0.86

0

0.00

1

0.86

Total 0

0.00

2

0.46

0

0.00

2

0.46

Total 0

0.00

2

0.46

0

0.00

2

0.46

Total 0
0.00

7
1.57

0
0.00

7
1.57

Metro D 

Desktop 

Support

_No Tier 2 None None 0

0.00

39

2.72

3

0.64

42

2.57

Novell Client 

for 32-bit 

0

0.00

2

0.06

0

0.00

2

0.06

Novell 

ConsoleOne

0

0.00

6

0.04

0

0.00

6

0.04

Novell 

GroupWise

0

0.00

1

0.02

0

0.00

1

0.02

Total 0

0.00

48

2.21

3

0.64

51

2.12



High Low Medium Total

Metro D 

Desktop 

Support

_No Tier 2 Total 0

0.00

48

2.21

3

0.64

51

2.12

Application Error Adobe Acrobat 

8.0 Standard

0

0.00

1

4.18

0

0.00

1

4.18

Corel 

WordPerfect

0

0.00

1

0.05

0

0.00

1

0.05

Microsoft Excel 0

0.00

2

0.21

0

0.00

2

0.21

Microsoft Office 

2003 

0

0.00

1

0.11

0

0.00

1

0.11

Microsoft 

Windows XP 

0

0.00

2

0.31

0

0.00

2

0.31

None 0

0.00

10

0.42

0

0.00

10

0.42

Novell Client 

for 32-bit 

0

0.00

3

13.21

0

0.00

3

13.21

Novell 

ConsoleOne

0

0.00

1

0.97

0

0.00

1

0.97

Novell 

GroupWise

0

0.00

8

0.60

0

0.00

8

0.60

Roxio Media 

Manager

0

0.00

1

0.29

0

0.00

1

0.29

ZENworks for 

Desktops

0

0.00

1

0.52

0

0.00

1

0.52

Total 0

0.00

31

1.80

0

0.00

31

1.80

None None 0

0.00

1

0.04

1

0.60

2

0.32

Total 0

0.00

1

0.04

1

0.60

2

0.32

Password Utah Master 

Directory

0

0.00

1

0.22

0

0.00

1

0.22



High Low Medium Total

Metro D 

Desktop 

Support

Application Password Total 0

0.00

1

0.22

0

0.00

1

0.22

Reporting Microsoft Word 0

0.00

1

1.76

0

0.00

1

1.76

None 0

0.00

2

1.07

0

0.00

2

1.07

Novell 

ConsoleOne

0

0.00

1

0.20

0

0.00

1

0.20

Novell 

GroupWise

0

0.00

4

0.78

0

0.00

4

0.78

Oracle 8 ODBC 

Driver

0

0.00

1

0.28

0

0.00

1

0.28

Total 0

0.00

9

0.83

0

0.00

9

0.83

Total 0

0.00

42

1.51

1

0.60

43

1.49

Mobile Devices Error None 0

0.00

1

1.55

0

0.00

1

1.55

Total 0

0.00

1

1.55

0

0.00

1

1.55

Total 0

0.00

1

1.55

0

0.00

1

1.55

Network Error Aventail VPN 

Client

0

0.00

1

0.04

0

0.00

1

0.04

None 0

0.00

14

9.48

1

23.45

15

10.41

Novell Client 

for 32-bit 

0

0.00

7

5.41

1

0.44

8

4.79

Novell 

ConsoleOne

0

0.00

1

1.57

0

0.00

1

1.57

Total 0

0.00

23

7.49

2

11.94

25

7.84



High Low Medium Total

Metro D 

Desktop 

Support

Network Incident None 0

0.00

3

7.03

1

34.00

4

13.77

Novell 

ConsoleOne

0

0.00

2

0.05

0

0.00

2

0.05

Novell 

GroupWise

0

0.00

1

0.02

0

0.00

1

0.02

Total 0

0.00

6

3.54

1

34.00

7

7.89

None None 0

0.00

1

0.02

0

0.00

1

0.02

Total 0

0.00

1

0.02

0

0.00

1

0.02

Password None 0

0.00

2

0.02

0

0.00

2

0.02

Novell Client 

for 32-bit 

0

0.00

2

0.47

0

0.00

2

0.47

Novell 

ConsoleOne

0

0.00

2

0.03

0

0.00

2

0.03

Utah Master 

Directory

0

0.00

1

3.89

0

0.00

1

3.89

Total 0

0.00

7

0.71

0

0.00

7

0.71

Performance Novell Client 

for 32-bit 

0

0.00

1

0.05

0

0.00

1

0.05

Total 0

0.00

1

0.05

0

0.00

1

0.05

Virus None 0

0.00

2

0.08

0

0.00

2

0.08

Total 0

0.00

2

0.08

0

0.00

2

0.08

Total 0

0.00

40

4.97

3

19.29

43

5.96



High Low Medium Total

Metro D 

Desktop 

Support

PC/Laptop Error Microsoft Word 0

0.00

1

0.02

0

0.00

1

0.02

None 1

0.02

12

0.34

0

0.00

13

0.31

Novell 

GroupWise

0

0.00

2

0.18

0

0.00

2

0.18

Total 1

0.02

15

0.29

0

0.00

16

0.28

Hardware Microsoft Office 

Professional 

0

0.00

1

0.05

0

0.00

1

0.05

None 0

0.00

5

0.18

1

0.02

6

0.16

Total 0

0.00

6

0.16

1

0.02

7

0.14

None None 0

0.00

3

1.28

0

0.00

3

1.28

Total 0

0.00

3

1.28

0

0.00

3

1.28

Performance Microsoft Office 0

0.00

1

0.03

0

0.00

1

0.03

None 0

0.00

2

0.07

0

0.00

2

0.07

Total 0

0.00

3

0.06

0

0.00

3

0.06

Virus None 0

0.00

11

1.45

0

0.00

11

1.45

Novell 

GroupWise

0

0.00

1

0.14

0

0.00

1

0.14

Symantec 

AntiVirus

0

0.00

3

2.73

0

0.00

3

2.73

Total 0

0.00

15

1.62

0

0.00

15

1.62



High Low Medium Total

Metro D 

Desktop 

Support

PC/Laptop Total 1

0.02

42

0.81

1

0.02

44

0.77

Print/Copy/Sca

n/Fax

Error Code None 2

2.41

5

0.82

0

0.00

7

1.28

Total 2

2.41

5

0.82

0

0.00

7

1.28

Incident None 0

0.00

15

0.73

0

0.00

15

0.73

Novell iPrint 0

0.00

1

0.03

0

0.00

1

0.03

Total 0

0.00

16

0.69

0

0.00

16

0.69

None None 0

0.00

4

0.20

0

0.00

4

0.20

Total 0

0.00

4

0.20

0

0.00

4

0.20

Total 2

2.41

25

0.64

0

0.00

27

0.77

Server None None 0

0.00

3

11.65

0

0.00

3

11.65

Total 0

0.00

3

11.65

0

0.00

3

11.65

Total 0

0.00

3

11.65

0

0.00

3

11.65

Total 3
1.61

201
2.27

8
7.55

212
2.46

Metro D Help 

Desk

_No Tier 2 None None 0

0.00

4

0.72

1

0.36

5

0.65

Total 0

0.00

4

0.72

1

0.36

5

0.65

Total 0

0.00

4

0.72

1

0.36

5

0.65



High Low Medium Total

Metro D Help 

Desk

Application Error Microsoft Excel 0

0.00

1

0.21

0

0.00

1

0.21

None 0

0.00

1

3.15

0

0.00

1

3.15

Novell 

GroupWise

0

0.00

2

0.67

0

0.00

2

0.67

Total 0

0.00

4

1.17

0

0.00

4

1.17

None Microsoft Excel 0

0.00

1

0.10

0

0.00

1

0.10

Total 0

0.00

1

0.10

0

0.00

1

0.10

Password Novell 

GroupWise

0

0.00

3

1.00

0

0.00

3

1.00

Novell 

Messenger

0

0.00

1

0.09

0

0.00

1

0.09

Total 0

0.00

4

0.77

0

0.00

4

0.77

Reporting Novell 

GroupWise

0

0.00

1

0.47

0

0.00

1

0.47

Total 0

0.00

1

0.47

0

0.00

1

0.47

Total 0

0.00

10

0.83

0

0.00

10

0.83

Network Error None 0

0.00

1

0.00

0

0.00

1

0.00

Novell Client 

for 32-bit 

0

0.00

2

0.67

0

0.00

2

0.67

Total 0

0.00

3

0.44

0

0.00

3

0.44

Incident None 0

0.00

2

0.67

0

0.00

2

0.67



High Low Medium Total

Metro D Help 

Desk

Network Incident Total 0

0.00

2

0.67

0

0.00

2

0.67

Password None 0

0.00

2

0.15

0

0.00

2

0.15

Novell Client 

for 32-bit 

0

0.00

1

0.32

0

0.00

1

0.32

Total 0

0.00

3

0.20

0

0.00

3

0.20

Performance None 0

0.00

1

1.31

0

0.00

1

1.31

Total 0

0.00

1

1.31

0

0.00

1

1.31

Total 0

0.00

9

0.51

0

0.00

9

0.51

PC/Laptop Error None 0

0.00

1

1.87

0

0.00

1

1.87

Total 0

0.00

1

1.87

0

0.00

1

1.87

Password None 0

0.00

1

0.23

0

0.00

1

0.23

Total 0

0.00

1

0.23

0

0.00

1

0.23

Total 0

0.00

2

1.05

0

0.00

2

1.05

Print/Copy/Sca

n/Fax

Incident Novell iPrint 0

0.00

1

0.18

0

0.00

1

0.18

Total 0

0.00

1

0.18

0

0.00

1

0.18

Total 0

0.00

1

0.18

0

0.00

1

0.18

Server Error Microsoft 

Access

0

0.00

1

0.07

0

0.00

1

0.07



High Low Medium Total

Metro D Help 

Desk

Server Error None 0

0.00

1

0.04

0

0.00

1

0.04

Total 0

0.00

2

0.06

0

0.00

2

0.06

Total 0

0.00

2

0.06

0

0.00

2

0.06

Total 0
0.00

28
0.65

1
0.36

29
0.64

Metro D 

Hosting

_No Tier 2 None None 0

0.00

4

1.17

0

0.00

4

1.17

Total 0

0.00

4

1.17

0

0.00

4

1.17

Total 0

0.00

4

1.17

0

0.00

4

1.17

Application Error None 0

0.00

2

1.24

0

0.00

2

1.24

Total 0

0.00

2

1.24

0

0.00

2

1.24

Reporting None 0

0.00

1

0.33

0

0.00

1

0.33

Total 0

0.00

1

0.33

0

0.00

1

0.33

Total 0

0.00

3

0.94

0

0.00

3

0.94

Network Error None 0

0.00

11

1.33

0

0.00

11

1.33

Novell Client 

for 32-bit 

1

1.08

3

5.58

1

1.49

5

3.86

Total 1

1.08

14

2.24

1

1.49

16

2.12

Incident None 0

0.00

1

3.62

1

0.83

2

2.22



High Low Medium Total

Metro D 

Hosting

Network Incident Total 0

0.00

1

3.62

1

0.83

2

2.22

Performance None 0

0.00

2

14.10

0

0.00

2

14.10

Total 0

0.00

2

14.10

0

0.00

2

14.10

Total 1

1.08

17

3.72

2

1.16

20

3.33

Print/Copy/Sca

n/Fax

Error Code Novell iPrint 0

0.00

0

0.00

1

1.87

1

1.87

Total 0

0.00

0

0.00

1

1.87

1

1.87

Incident None 0

0.00

3

2.35

0

0.00

3

2.35

Novell iPrint 0

0.00

4

1.87

0

0.00

4

1.87

Total 0

0.00

7

2.08

0

0.00

7

2.08

Queue None 0

0.00

1

2.34

0

0.00

1

2.34

Total 0

0.00

1

2.34

0

0.00

1

2.34

Total 0

0.00

8

2.11

1

1.87

9

2.08

Server Error None 0

0.00

6

7.93

0

0.00

6

7.93

Total 0

0.00

6

7.93

0

0.00

6

7.93

None None 0

0.00

1

0.28

0

0.00

1

0.28

Total 0

0.00

1

0.28

0

0.00

1

0.28



High Low Medium Total

Metro D 

Hosting

Server Total 0

0.00

7

6.84

0

0.00

7

6.84

Total 1
1.08

39
3.47

3
1.39

43
3.27

Metro D 

Network

_No Tier 2 None None 0

0.00

2

0.30

0

0.00

2

0.30

Total 0

0.00

2

0.30

0

0.00

2

0.30

Total 0

0.00

2

0.30

0

0.00

2

0.30

Network Error None 0

0.00

2

0.55

1

0.16

3

0.42

Novell Client 

for 32-bit 

0

0.00

1

0.63

0

0.00

1

0.63

Total 0

0.00

3

0.58

1

0.16

4

0.47

Total 0

0.00

3

0.58

1

0.16

4

0.47

Total 0
0.00

5
0.46

1
0.16

6
0.41

Metro D North 

Desktop 

Support

_No Tier 2 None None 0

0.00

2

0.21

0

0.00

2

0.21

Total 0

0.00

2

0.21

0

0.00

2

0.21

Total 0

0.00

2

0.21

0

0.00

2

0.21

Application Error Microsoft 

Windows XP 

0

0.00

2

1.27

0

0.00

2

1.27

PGP 0

0.00

1

0.15

0

0.00

1

0.15

Total 0

0.00

3

0.90

0

0.00

3

0.90



High Low Medium Total

Metro D North 

Desktop 

Support

Application Password PGP Desktop 

Security

0

0.00

1

0.49

0

0.00

1

0.49

Total 0

0.00

1

0.49

0

0.00

1

0.49

Total 0

0.00

4

0.80

0

0.00

4

0.80

Network Error None 0

0.00

1

1.90

0

0.00

1

1.90

Total 0

0.00

1

1.90

0

0.00

1

1.90

Total 0

0.00

1

1.90

0

0.00

1

1.90

PC/Laptop Performance None 0

0.00

1

0.04

0

0.00

1

0.04

Total 0

0.00

1

0.04

0

0.00

1

0.04

Virus None 0

0.00

1

0.01

1

0.68

2

0.35

Total 0

0.00

1

0.01

1

0.68

2

0.35

Total 0

0.00

2

0.02

1

0.68

3

0.24

Print/Copy/Sca

n/Fax

Error Code None 0

0.00

1

0.69

0

0.00

1

0.69

Total 0

0.00

1

0.69

0

0.00

1

0.69

Total 0

0.00

1

0.69

0

0.00

1

0.69

Total 0
0.00

10
0.63

1
0.68

11
0.63

Rural Central 

Desktop 

Support

Application Error Corel 

WordPerfect 

0

0.00

1

0.00

0

0.00

1

0.00



High Low Medium Total

Rural Central 

Desktop 

Support

Application Error Microsoft 

Access 2003

0

0.00

1

0.15

0

0.00

1

0.15

Microsoft Office 

2000 

0

0.00

1

0.06

0

0.00

1

0.06

Microsoft Office 

2003 

0

0.00

1

0.03

0

0.00

1

0.03

None 0

0.00

1

0.04

0

0.00

1

0.04

PGP 0

0.00

1

0.06

0

0.00

1

0.06

Roxio Media 

Manager

0

0.00

1

0.23

0

0.00

1

0.23

Total 0

0.00

7

0.08

0

0.00

7

0.08

Total 0

0.00

7

0.08

0

0.00

7

0.08

Network Error None 0

0.00

1

3.45

0

0.00

1

3.45

Total 0

0.00

1

3.45

0

0.00

1

3.45

Total 0

0.00

1

3.45

0

0.00

1

3.45

PC/Laptop Error Microsoft 

Windows XP 

0

0.00

1

0.08

0

0.00

1

0.08

Microsoft 

Windows XP 

0

0.00

1

0.00

0

0.00

1

0.00

None 0

0.00

2

0.53

0

0.00

2

0.53

Total 0

0.00

4

0.28

0

0.00

4

0.28

Hardware None 0

0.00

3

0.14

0

0.00

3

0.14



High Low Medium Total

Rural Central 

Desktop 

Support

PC/Laptop Hardware Total 0

0.00

3

0.14

0

0.00

3

0.14

Performance None 0

0.00

1

0.03

0

0.00

1

0.03

Total 0

0.00

1

0.03

0

0.00

1

0.03

Virus None 0

0.00

2

0.48

0

0.00

2

0.48

Symantec 

AntiVirus

0

0.00

1

0.06

0

0.00

1

0.06

Symantec 

Endpoint 

0

0.00

1

0.19

0

0.00

1

0.19

Total 0

0.00

4

0.31

0

0.00

4

0.31

Total 0

0.00

12

0.24

0

0.00

12

0.24

Print/Copy/Sca

n/Fax

Incident None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

None None 0

0.00

2

0.03

0

0.00

2

0.03

Total 0

0.00

2

0.03

0

0.00

2

0.03

Total 0

0.00

3

0.03

0

0.00

3

0.03

Server Error ARCserve for 

NetWare

0

0.00

1

0.03

0

0.00

1

0.03

Total 0

0.00

1

0.03

0

0.00

1

0.03

Hardware None 0

0.00

3

0.03

0

0.00

3

0.03



High Low Medium Total

Rural Central 

Desktop 

Support

Server Hardware Total 0

0.00

3

0.03

0

0.00

3

0.03

Total 0

0.00

4

0.03

0

0.00

4

0.03

Total 0
0.00

27
0.27

0
0.00

27
0.27

Rural South 

Desktop 

Support

_No Tier 2 None Acrobat Reader 0

0.00

1

0.03

0

0.00

1

0.03

Adobe Reader 0

0.00

1

0.04

0

0.00

1

0.04

ArcGIS 0

0.00

1

0.00

0

0.00

1

0.00

Internet 

Explorer

0

0.00

2

0.14

0

0.00

2

0.14

Microsoft 

Windows XP 

0

0.00

2

0.30

0

0.00

2

0.30

None 0

0.00

1

0.17

1

0.07

2

0.12

Novell 

GroupWise

0

0.00

1

0.01

0

0.00

1

0.01

Novell 

GroupWise 

0

0.00

1

0.05

0

0.00

1

0.05

PGP for 

Windows

0

0.00

0

0.00

1

0.62

1

0.62

Symantec 

Endpoint 

0

0.00

3

0.32

0

0.00

3

0.32

Total 0

0.00

13

0.16

2

0.34

15

0.19

Total 0

0.00

13

0.16

2

0.34

15

0.19

Application Error None 0

0.00

1

0.27

0

0.00

1

0.27



High Low Medium Total

Rural South 

Desktop 

Support

Application Error Novell 

GroupWise

0

0.00

1

6.16

0

0.00

1

6.16

PGP 0

0.00

1

5.07

0

0.00

1

5.07

Total 0

0.00

3

3.83

0

0.00

3

3.83

None ArcGIS 0

0.00

1

0.47

0

0.00

1

0.47

Corel 

WordPerfect

0

0.00

1

0.04

0

0.00

1

0.04

Microsoft 

Windows XP 

0

0.00

1

0.13

0

0.00

1

0.13

Total 0

0.00

3

0.21

0

0.00

3

0.21

Total 0

0.00

6

2.02

0

0.00

6

2.02

Network Performance None 0

0.00

1

0.35

0

0.00

1

0.35

Total 0

0.00

1

0.35

0

0.00

1

0.35

Virus None 0

0.00

2

0.24

0

0.00

2

0.24

Novell Client 

for 32-bit 

0

0.00

1

0.23

0

0.00

1

0.23

Total 0

0.00

3

0.24

0

0.00

3

0.24

Total 0

0.00

4

0.26

0

0.00

4

0.26

PC/Laptop Error None 0

0.00

1

1.21

0

0.00

1

1.21

Total 0

0.00

1

1.21

0

0.00

1

1.21



High Low Medium Total

Rural South 

Desktop 

Support

PC/Laptop Hardware None 0

0.00

2

0.05

0

0.00

2

0.05

Total 0

0.00

2

0.05

0

0.00

2

0.05

None None 0

0.00

1

0.02

0

0.00

1

0.02

Total 0

0.00

1

0.02

0

0.00

1

0.02

Performance None 0

0.00

3

1.57

0

0.00

3

1.57

Total 0

0.00

3

1.57

0

0.00

3

1.57

Virus Symantec 

Endpoint 

0

0.00

1

0.08

0

0.00

1

0.08

Total 0

0.00

1

0.08

0

0.00

1

0.08

Total 0

0.00

8

0.77

0

0.00

8

0.77

Print/Copy/Sca

n/Fax

Incident None 0

0.00

5

0.03

0

0.00

5

0.03

Total 0

0.00

5

0.03

0

0.00

5

0.03

Queue None 0

0.00

1

0.06

0

0.00

1

0.06

Total 0

0.00

1

0.06

0

0.00

1

0.06

Total 0

0.00

6

0.04

0

0.00

6

0.04

Total 0
0.00

37
0.59

2
0.34

39
0.57

Security Application Error None 0

0.00

1

2.86

0

0.00

1

2.86



High Low Medium Total

Security Application Error Total 0

0.00

1

2.86

0

0.00

1

2.86

Total 0

0.00

1

2.86

0

0.00

1

2.86

Total 0
0.00

1
2.86

0
0.00

1
2.86

Voice 

Operations

Telecom Call/Receive None 0

0.00

2

0.20

0

0.00

2

0.20

Total 0

0.00

2

0.20

0

0.00

2

0.20

Dial Tone Telephone 0

0.00

0

0.00

2

0.57

2

0.57

Total 0

0.00

0

0.00

2

0.57

2

0.57

Feature Telephone 0

0.00

1

0.05

0

0.00

1

0.05

Total 0

0.00

1

0.05

0

0.00

1

0.05

Hardware None 0

0.00

1

0.31

0

0.00

1

0.31

Total 0

0.00

1

0.31

0

0.00

1

0.31

None None 0

0.00

3

0.23

0

0.00

3

0.23

Total 0

0.00

3

0.23

0

0.00

3

0.23

Voice Mail None 0

0.00

3

0.16

0

0.00

3

0.16

Total 0

0.00

3

0.16

0

0.00

3

0.16

Total 0

0.00

10

0.19

2

0.57

12

0.26



High Low Medium Total

Voice 

Operations

Total 0
0.00

10
0.19

2
0.57

12
0.26

Voice/Data/WA

N Services

Telecom Hardware None 0

0.00

3

0.25

0

0.00

3

0.25

Total 0

0.00

3

0.25

0

0.00

3

0.25

Total 0

0.00

3

0.25

0

0.00

3

0.25

Total 0
0.00

3
0.25

0
0.00

3
0.25

Wireless 

Services

_No Tier 2 None None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0
0.00

1
0.00

0
0.00

1
0.00

Total 5
1.24

388
1.74

18
3.76

411
1.83



High Low Medium Total

Billing Billing None None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0
0

2
0

0
0

2
0

Capitol 

Desktop 

Support

_No Tier 2 None BlackBerry 0

0

1

0

0

0

1

0

None 0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Application Error Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Mobile Devices Error BlackBerry 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Missed Resolution

Top Number - Total Incidents

Bottom Number - Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.



High Low Medium Total

Capitol 

Desktop 

Support

Mobile Devices Total 0

0

1

0

0

0

1

0

Total 0
0

4
0

0
0

4
0

Capitol Hosting _No Tier 2 None None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Application Error Novell 

Messenger

0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Server Hardware None 1

0

0

0

0

0

1

0

Total 1

0

0

0

0

0

1

0

Total 1

0

0

0

0

0

1

0

Total 1
0

2
2

0
0

3
2

Diebold EIS Hardware None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Printer None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



High Low Medium Total

Diebold EIS Hardware Total 0

0

2

0

0

0

2

0

Total 0
0

2
0

0
0

2
0

Help Desk Application Error Microsoft Word 0

0

1

0

0

0

1

0

None 0

0

1

0

0

0

1

0

Utah Master 

Directory

0

0

1

0

0

0

1

0

Total 0

0

3

0

0

0

3

0

Reporting None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

4

0

0

0

4

0

EIS Hardware None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Gascard Card Gascard 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Network Error None 0

0

1

0

0

0

1

0



High Low Medium Total

Help Desk Network Error Total 0

0

1

0

0

0

1

0

Password None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Total 0
0

8
0

0
0

8
0

Metro B Help 

Desk

_No Tier 2 None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0

Metro C 

Desktop 

Support

Application Error None 0

0

1

0

0

0

1

0

Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Password PGP for 

Windows

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

3

0

0

0

3

0

Network Error Novell Client 

for 32-bit 

0

0

1

1

0

0

1

1



High Low Medium Total

Metro C 

Desktop 

Support

Network Error Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

PC/Laptop Hardware None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Print/Copy/Sca

n/Fax

Error Code None 0

0

1

1

0

0

1

1

Novell iPrint 0

0

1

0

0

0

1

0

Total 0

0

2

1

0

0

2

1

Total 0

0

2

1

0

0

2

1

Total 0
0

7
3

0
0

7
3

Metro D 

Desktop 

Support

_No Tier 2 None None 0

0

39

7

3

0

42

7

Novell Client 

for 32-bit 

0

0

2

0

0

0

2

0

Novell 

ConsoleOne

0

0

6

0

0

0

6

0

Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

48

7

3

0

51

7

Total 0

0

48

7

3

0

51

7



High Low Medium Total

Metro D 

Desktop 

Support

Application Error Adobe Acrobat 

8.0 Standard

0

0

1

1

0

0

1

1

Corel 

WordPerfect

0

0

1

0

0

0

1

0

Microsoft Excel 0

0

2

0

0

0

2

0

Microsoft Office 

2003 

0

0

1

0

0

0

1

0

Microsoft 

Windows XP 

0

0

2

1

0

0

2

1

None 0

0

10

4

0

0

10

4

Novell Client 

for 32-bit 

0

0

3

2

0

0

3

2

Novell 

ConsoleOne

0

0

1

0

0

0

1

0

Novell 

GroupWise

0

0

8

5

0

0

8

5

Roxio Media 

Manager

0

0

1

1

0

0

1

1

ZENworks for 

Desktops

0

0

1

1

0

0

1

1

Total 0

0

31

15

0

0

31

15

None None 0

0

1

1

1

0

2

1

Total 0

0

1

1

1

0

2

1

Password Utah Master 

Directory

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



High Low Medium Total

Metro D 

Desktop 

Support

Application Reporting Microsoft Word 0

0

1

0

0

0

1

0

None 0

0

2

0

0

0

2

0

Novell 

ConsoleOne

0

0

1

0

0

0

1

0

Novell 

GroupWise

0

0

4

1

0

0

4

1

Oracle 8 ODBC 

Driver

0

0

1

1

0

0

1

1

Total 0

0

9

2

0

0

9

2

Total 0

0

42

18

1

0

43

18

Mobile Devices Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Network Error Aventail VPN 

Client

0

0

1

0

0

0

1

0

None 0

0

14

5

1

1

15

6

Novell Client 

for 32-bit 

0

0

7

3

1

0

8

3

Novell 

ConsoleOne

0

0

1

0

0

0

1

0

Total 0

0

23

8

2

1

25

9

Incident None 0

0

3

2

1

1

4

3



High Low Medium Total

Metro D 

Desktop 

Support

Network Incident Novell 

ConsoleOne

0

0

2

0

0

0

2

0

Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

6

2

1

1

7

3

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Password None 0

0

2

0

0

0

2

0

Novell Client 

for 32-bit 

0

0

2

0

0

0

2

0

Novell 

ConsoleOne

0

0

2

0

0

0

2

0

Utah Master 

Directory

0

0

1

0

0

0

1

0

Total 0

0

7

0

0

0

7

0

Performance Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Virus None 0

0

2

2

0

0

2

2

Total 0

0

2

2

0

0

2

2

Total 0

0

40

12

3

2

43

14

PC/Laptop Error Microsoft Word 0

0

1

1

0

0

1

1



High Low Medium Total

Metro D 

Desktop 

Support

PC/Laptop Error None 1

0

12

0

0

0

13

0

Novell 

GroupWise

0

0

2

0

0

0

2

0

Total 1

0

15

1

0

0

16

1

Hardware Microsoft Office 

Professional 

0

0

1

0

0

0

1

0

None 0

0

5

1

1

0

6

1

Total 0

0

6

1

1

0

7

1

None None 0

0

3

1

0

0

3

1

Total 0

0

3

1

0

0

3

1

Performance Microsoft Office 0

0

1

0

0

0

1

0

None 0

0

2

1

0

0

2

1

Total 0

0

3

1

0

0

3

1

Virus None 0

0

11

4

0

0

11

4

Novell 

GroupWise

0

0

1

1

0

0

1

1

Symantec 

AntiVirus

0

0

3

2

0

0

3

2

Total 0

0

15

7

0

0

15

7

Total 1

0

42

11

1

0

44

11



High Low Medium Total

Metro D 

Desktop 

Support

Print/Copy/Sca

n/Fax

Error Code None 2

1

5

0

0

0

7

1

Total 2

1

5

0

0

0

7

1

Incident None 0

0

15

3

0

0

15

3

Novell iPrint 0

0

1

0

0

0

1

0

Total 0

0

16

3

0

0

16

3

None None 0

0

4

0

0

0

4

0

Total 0

0

4

0

0

0

4

0

Total 2

1

25

3

0

0

27

4

Server None None 0

0

3

3

0

0

3

3

Total 0

0

3

3

0

0

3

3

Total 0

0

3

3

0

0

3

3

Total 3
1

201
54

8
2

212
57

Metro D Help 

Desk

_No Tier 2 None None 0

0

4

2

1

0

5

2

Total 0

0

4

2

1

0

5

2

Total 0

0

4

2

1

0

5

2

Application Error Microsoft Excel 0

0

1

0

0

0

1

0



High Low Medium Total

Metro D Help 

Desk

Application Error None 0

0

1

0

0

0

1

0

Novell 

GroupWise

0

0

2

0

0

0

2

0

Total 0

0

4

0

0

0

4

0

None Microsoft Excel 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Password Novell 

GroupWise

0

0

3

1

0

0

3

1

Novell 

Messenger

0

0

1

1

0

0

1

1

Total 0

0

4

2

0

0

4

2

Reporting Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

10

2

0

0

10

2

Network Error None 0

0

1

0

0

0

1

0

Novell Client 

for 32-bit 

0

0

2

1

0

0

2

1

Total 0

0

3

1

0

0

3

1

Incident None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0



High Low Medium Total

Metro D Help 

Desk

Network Password None 0

0

2

0

0

0

2

0

Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Total 0

0

3

0

0

0

3

0

Performance None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

9

2

0

0

9

2

PC/Laptop Error None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Password None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

2

1

0

0

2

1

Print/Copy/Sca

n/Fax

Incident Novell iPrint 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Server Error Microsoft 

Access

0

0

1

0

0

0

1

0

None 0

0

1

0

0

0

1

0



High Low Medium Total

Metro D Help 

Desk

Server Error Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0
0

28
7

1
0

29
7

Metro D 

Hosting

_No Tier 2 None None 0

0

4

1

0

0

4

1

Total 0

0

4

1

0

0

4

1

Total 0

0

4

1

0

0

4

1

Application Error None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Reporting None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

3

0

0

0

3

0

Network Error None 0

0

11

3

0

0

11

3

Novell Client 

for 32-bit 

1

0

3

2

1

0

5

2

Total 1

0

14

5

1

0

16

5

Incident None 0

0

1

1

1

0

2

1

Total 0

0

1

1

1

0

2

1



High Low Medium Total

Metro D 

Hosting

Network Performance None 0

0

2

1

0

0

2

1

Total 0

0

2

1

0

0

2

1

Total 1

0

17

7

2

0

20

7

Print/Copy/Sca

n/Fax

Error Code Novell iPrint 0

0

0

0

1

0

1

0

Total 0

0

0

0

1

0

1

0

Incident None 0

0

3

0

0

0

3

0

Novell iPrint 0

0

4

0

0

0

4

0

Total 0

0

7

0

0

0

7

0

Queue None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

8

0

1

0

9

0

Server Error None 0

0

6

2

0

0

6

2

Total 0

0

6

2

0

0

6

2

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

7

2

0

0

7

2



High Low Medium Total

Metro D 

Hosting

Total 1
0

39
10

3
0

43
10

Metro D 

Network

_No Tier 2 None None 0

0

2

2

0

0

2

2

Total 0

0

2

2

0

0

2

2

Total 0

0

2

2

0

0

2

2

Network Error None 0

0

2

0

1

0

3

0

Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Total 0

0

3

0

1

0

4

0

Total 0

0

3

0

1

0

4

0

Total 0
0

5
2

1
0

6
2

Metro D North 

Desktop 

Support

_No Tier 2 None None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Application Error Microsoft 

Windows XP 

0

0

2

1

0

0

2

1

PGP 0

0

1

0

0

0

1

0

Total 0

0

3

1

0

0

3

1

Password PGP Desktop 

Security

0

0

1

0

0

0

1

0



High Low Medium Total

Metro D North 

Desktop 

Support

Application Password Total 0

0

1

0

0

0

1

0

Total 0

0

4

1

0

0

4

1

Network Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

PC/Laptop Performance None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Virus None 0

0

1

0

1

1

2

1

Total 0

0

1

0

1

1

2

1

Total 0

0

2

0

1

1

3

1

Print/Copy/Sca

n/Fax

Error Code None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

10
1

1
1

11
2

Rural Central 

Desktop 

Support

Application Error Corel 

WordPerfect 

0

0

1

0

0

0

1

0

Microsoft 

Access 2003

0

0

1

0

0

0

1

0



High Low Medium Total

Rural Central 

Desktop 

Support

Application Error Microsoft Office 

2000 

0

0

1

0

0

0

1

0

Microsoft Office 

2003 

0

0

1

0

0

0

1

0

None 0

0

1

0

0

0

1

0

PGP 0

0

1

0

0

0

1

0

Roxio Media 

Manager

0

0

1

0

0

0

1

0

Total 0

0

7

0

0

0

7

0

Total 0

0

7

0

0

0

7

0

Network Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

PC/Laptop Error Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

None 0

0

2

0

0

0

2

0

Total 0

0

4

0

0

0

4

0

Hardware None 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0



High Low Medium Total

Rural Central 

Desktop 

Support

PC/Laptop Performance None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Virus None 0

0

2

0

0

0

2

0

Symantec 

AntiVirus

0

0

1

0

0

0

1

0

Symantec 

Endpoint 

0

0

1

1

0

0

1

1

Total 0

0

4

1

0

0

4

1

Total 0

0

12

1

0

0

12

1

Print/Copy/Sca

n/Fax

Incident None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

None None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

3

0

0

0

3

0

Server Error ARCserve for 

NetWare

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Hardware None 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0



High Low Medium Total

Rural Central 

Desktop 

Support

Server Total 0

0

4

0

0

0

4

0

Total 0
0

27
1

0
0

27
1

Rural South 

Desktop 

Support

_No Tier 2 None Acrobat Reader 0

0

1

0

0

0

1

0

Adobe Reader 0

0

1

0

0

0

1

0

ArcGIS 0

0

1

0

0

0

1

0

Internet 

Explorer

0

0

2

0

0

0

2

0

Microsoft 

Windows XP 

0

0

2

0

0

0

2

0

None 0

0

1

0

1

0

2

0

Novell 

GroupWise

0

0

1

0

0

0

1

0

Novell 

GroupWise 

0

0

1

0

0

0

1

0

PGP for 

Windows

0

0

0

0

1

0

1

0

Symantec 

Endpoint 

0

0

3

0

0

0

3

0

Total 0

0

13

0

2

0

15

0

Total 0

0

13

0

2

0

15

0

Application Error None 0

0

1

0

0

0

1

0

Novell 

GroupWise

0

0

1

1

0

0

1

1



High Low Medium Total

Rural South 

Desktop 

Support

Application Error PGP 0

0

1

0

0

0

1

0

Total 0

0

3

1

0

0

3

1

None ArcGIS 0

0

1

0

0

0

1

0

Corel 

WordPerfect

0

0

1

0

0

0

1

0

Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

Total 0

0

3

0

0

0

3

0

Total 0

0

6

1

0

0

6

1

Network Performance None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Virus None 0

0

2

0

0

0

2

0

Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Total 0

0

3

0

0

0

3

0

Total 0

0

4

0

0

0

4

0

PC/Laptop Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Hardware None 0

0

2

0

0

0

2

0



High Low Medium Total

Rural South 

Desktop 

Support

PC/Laptop Hardware Total 0

0

2

0

0

0

2

0

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Performance None 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Virus Symantec 

Endpoint 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

8

0

0

0

8

0

Print/Copy/Sca

n/Fax

Incident None 0

0

5

0

0

0

5

0

Total 0

0

5

0

0

0

5

0

Queue None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

6

0

0

0

6

0

Total 0
0

37
1

2
0

39
1

Security Application Error None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1



High Low Medium Total

Security Application Total 0

0

1

1

0

0

1

1

Total 0
0

1
1

0
0

1
1

Voice 

Operations

Telecom Call/Receive None 0

0

2

1

0

0

2

1

Total 0

0

2

1

0

0

2

1

Dial Tone Telephone 0

0

0

0

2

0

2

0

Total 0

0

0

0

2

0

2

0

Feature Telephone 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Hardware None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

None None 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Voice Mail None 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Total 0

0

10

1

2

0

12

1

Total 0
0

10
1

2
0

12
1



High Low Medium Total

Voice/Data/WA

N Services

Telecom Hardware None 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Total 0
0

3
0

0
0

3
0

Wireless 

Services

_No Tier 2 None None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0
0

1
1

0
0

1
1

Total 5
1

388
84

18
3

411
88



High Low Medium Total

Billing Billing None None 0

0.00

2

5.41

0

0.00

2

5.41

Total 0

0.00

2

5.41

0

0.00

2

5.41

Total 0

0.00

2

5.41

0

0.00

2

5.41

Total 0
0.00

2
5.41

0
0.00

2
5.41

Capitol 

Desktop 

Support

_No Tier 2 None BlackBerry 0

0.00

1

0.30

0

0.00

1

0.30

None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

2

0.15

0

0.00

2

0.15

Total 0

0.00

2

0.15

0

0.00

2

0.15

Application Error Novell 

GroupWise

0

0.00

1

2.48

0

0.00

1

2.48

Total 0

0.00

1

2.48

0

0.00

1

2.48

Total 0

0.00

1

2.48

0

0.00

1

2.48

Mobile Devices Error BlackBerry 0

0.00

1

0.34

0

0.00

1

0.34

Average Time To Resolution

Top Number - Total Incidents

Bottom Number - Average time in hours

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.



High Low Medium Total

Capitol 

Desktop 

Support

Mobile Devices Error Total 0

0.00

1

0.34

0

0.00

1

0.34

Total 0

0.00

1

0.34

0

0.00

1

0.34

Total 0
0.00

4
0.78

0
0.00

4
0.78

Capitol Hosting _No Tier 2 None None 0

0.00

1

36.86

0

0.00

1

36.86

Total 0

0.00

1

36.86

0

0.00

1

36.86

Total 0

0.00

1

36.86

0

0.00

1

36.86

Application Error Novell 

Messenger

0

0.00

1

7.30

0

0.00

1

7.30

Total 0

0.00

1

7.30

0

0.00

1

7.30

Total 0

0.00

1

7.30

0

0.00

1

7.30

Server Hardware None 1

2.85

0

0.00

0

0.00

1

2.85

Total 1

2.85

0

0.00

0

0.00

1

2.85

Total 1

2.85

0

0.00

0

0.00

1

2.85

Total 1
2.85

2
22.08

0
0.00

3
15.67

Diebold EIS Hardware None None 0

0.00

1

5.75

0

0.00

1

5.75

Total 0

0.00

1

5.75

0

0.00

1

5.75

Printer None 0

0.00

1

2.58

0

0.00

1

2.58



High Low Medium Total

Diebold EIS Hardware Printer Total 0

0.00

1

2.58

0

0.00

1

2.58

Total 0

0.00

2

4.17

0

0.00

2

4.17

Total 0
0.00

2
4.17

0
0.00

2
4.17

Help Desk Application Error Microsoft Word 0

0.00

1

0.21

0

0.00

1

0.21

None 0

0.00

1

0.29

0

0.00

1

0.29

Utah Master 

Directory

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

3

0.17

0

0.00

3

0.17

Reporting None 0

0.00

1

0.12

0

0.00

1

0.12

Total 0

0.00

1

0.12

0

0.00

1

0.12

Total 0

0.00

4

0.15

0

0.00

4

0.15

EIS Hardware None None 0

0.00

1

1.33

0

0.00

1

1.33

Total 0

0.00

1

1.33

0

0.00

1

1.33

Total 0

0.00

1

1.33

0

0.00

1

1.33

Gascard Card Gascard 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00



High Low Medium Total

Help Desk Network Error None 0

0.00

1

1.84

0

0.00

1

1.84

Total 0

0.00

1

1.84

0

0.00

1

1.84

Password None 0

0.00

1

0.05

0

0.00

1

0.05

Total 0

0.00

1

0.05

0

0.00

1

0.05

Total 0

0.00

2

0.94

0

0.00

2

0.94

Total 0
0.00

8
0.51

0
0.00

8
0.51

Metro B Help 

Desk

_No Tier 2 None None 0

0.00

1

0.37

0

0.00

1

0.37

Total 0

0.00

1

0.37

0

0.00

1

0.37

Total 0

0.00

1

0.37

0

0.00

1

0.37

Total 0
0.00

1
0.37

0
0.00

1
0.37

Metro C 

Desktop 

Support

Application Error None 0

0.00

1

2.20

0

0.00

1

2.20

Novell 

GroupWise

0

0.00

1

4.90

0

0.00

1

4.90

Total 0

0.00

2

3.55

0

0.00

2

3.55

Password PGP for 

Windows

0

0.00

1

4.50

0

0.00

1

4.50

Total 0

0.00

1

4.50

0

0.00

1

4.50

Total 0

0.00

3

3.87

0

0.00

3

3.87



High Low Medium Total

Metro C 

Desktop 

Support

Network Error Novell Client 

for 32-bit 

0

0.00

1

12.63

0

0.00

1

12.63

Total 0

0.00

1

12.63

0

0.00

1

12.63

Total 0

0.00

1

12.63

0

0.00

1

12.63

PC/Laptop Hardware None 0

0.00

1

64.83

0

0.00

1

64.83

Total 0

0.00

1

64.83

0

0.00

1

64.83

Total 0

0.00

1

64.83

0

0.00

1

64.83

Print/Copy/Sca

n/Fax

Error Code None 0

0.00

1

6.32

0

0.00

1

6.32

Novell iPrint 0

0.00

1

3.75

0

0.00

1

3.75

Total 0

0.00

2

5.03

0

0.00

2

5.03

Total 0

0.00

2

5.03

0

0.00

2

5.03

Total 0
0.00

7
14.16

0
0.00

7
14.16

Metro D 

Desktop 

Support

_No Tier 2 None None 0

0.00

39

4.73

3

1.01

42

4.46

Novell Client 

for 32-bit 

0

0.00

2

0.25

0

0.00

2

0.25

Novell 

ConsoleOne

0

0.00

6

0.66

0

0.00

6

0.66

Novell 

GroupWise

0

0.00

1

0.02

0

0.00

1

0.02

Total 0

0.00

48

3.92

3

1.01

51

3.75



High Low Medium Total

Metro D 

Desktop 

Support

_No Tier 2 Total 0

0.00

48

3.92

3

1.01

51

3.75

Application Error Adobe Acrobat 

8.0 Standard

0

0.00

1

27.25

0

0.00

1

27.25

Corel 

WordPerfect

0

0.00

1

0.46

0

0.00

1

0.46

Microsoft Excel 0

0.00

2

3.17

0

0.00

2

3.17

Microsoft Office 

2003 

0

0.00

1

3.30

0

0.00

1

3.30

Microsoft 

Windows XP 

0

0.00

2

6.32

0

0.00

2

6.32

None 0

0.00

10

17.43

0

0.00

10

17.43

Novell Client 

for 32-bit 

0

0.00

3

28.19

0

0.00

3

28.19

Novell 

ConsoleOne

0

0.00

1

5.87

0

0.00

1

5.87

Novell 

GroupWise

0

0.00

8

11.45

0

0.00

8

11.45

Roxio Media 

Manager

0

0.00

1

13.38

0

0.00

1

13.38

ZENworks for 

Desktops

0

0.00

1

90.76

0

0.00

1

90.76

Total 0

0.00

31

16.47

0

0.00

31

16.47

None None 0

0.00

1

21.23

1

1.03

2

11.13

Total 0

0.00

1

21.23

1

1.03

2

11.13

Password Utah Master 

Directory

0

0.00

1

0.93

0

0.00

1

0.93



High Low Medium Total

Metro D 

Desktop 

Support

Application Password Total 0

0.00

1

0.93

0

0.00

1

0.93

Reporting Microsoft Word 0

0.00

1

4.34

0

0.00

1

4.34

None 0

0.00

2

2.91

0

0.00

2

2.91

Novell 

ConsoleOne

0

0.00

1

0.91

0

0.00

1

0.91

Novell 

GroupWise

0

0.00

4

4.90

0

0.00

4

4.90

Oracle 8 ODBC 

Driver

0

0.00

1

7.74

0

0.00

1

7.74

Total 0

0.00

9

4.27

0

0.00

9

4.27

Total 0

0.00

42

13.60

1

1.03

43

13.30

Mobile Devices Error None 0

0.00

1

3.39

0

0.00

1

3.39

Total 0

0.00

1

3.39

0

0.00

1

3.39

Total 0

0.00

1

3.39

0

0.00

1

3.39

Network Error Aventail VPN 

Client

0

0.00

1

1.48

0

0.00

1

1.48

None 0

0.00

14

11.27

1

23.85

15

12.11

Novell Client 

for 32-bit 

0

0.00

7

9.40

1

0.62

8

8.30

Novell 

ConsoleOne

0

0.00

1

5.14

0

0.00

1

5.14

Total 0

0.00

23

10.01

2

12.24

25

10.19



High Low Medium Total

Metro D 

Desktop 

Support

Network Incident None 0

0.00

3

13.80

1

46.90

4

22.07

Novell 

ConsoleOne

0

0.00

2

0.05

0

0.00

2

0.05

Novell 

GroupWise

0

0.00

1

0.02

0

0.00

1

0.02

Total 0

0.00

6

6.92

1

46.90

7

12.63

None None 0

0.00

1

0.02

0

0.00

1

0.02

Total 0

0.00

1

0.02

0

0.00

1

0.02

Password None 0

0.00

2

0.61

0

0.00

2

0.61

Novell Client 

for 32-bit 

0

0.00

2

5.35

0

0.00

2

5.35

Novell 

ConsoleOne

0

0.00

2

0.80

0

0.00

2

0.80

Utah Master 

Directory

0

0.00

1

3.89

0

0.00

1

3.89

Total 0

0.00

7

2.49

0

0.00

7

2.49

Performance Novell Client 

for 32-bit 

0

0.00

1

0.05

0

0.00

1

0.05

Total 0

0.00

1

0.05

0

0.00

1

0.05

Virus None 0

0.00

2

32.13

0

0.00

2

32.13

Total 0

0.00

2

32.13

0

0.00

2

32.13

Total 0

0.00

40

8.84

3

23.79

43

9.88



High Low Medium Total

Metro D 

Desktop 

Support

PC/Laptop Error Microsoft Word 0

0.00

1

12.61

0

0.00

1

12.61

None 1

0.02

12

2.07

0

0.00

13

1.90

Novell 

GroupWise

0

0.00

2

1.06

0

0.00

2

1.06

Total 1

0.02

15

2.66

0

0.00

16

2.49

Hardware Microsoft Office 

Professional 

0

0.00

1

0.05

0

0.00

1

0.05

None 0

0.00

5

2.75

1

0.02

6

2.30

Total 0

0.00

6

2.30

1

0.02

7

1.98

None None 0

0.00

3

4.31

0

0.00

3

4.31

Total 0

0.00

3

4.31

0

0.00

3

4.31

Performance Microsoft Office 0

0.00

1

3.81

0

0.00

1

3.81

None 0

0.00

2

9.33

0

0.00

2

9.33

Total 0

0.00

3

7.49

0

0.00

3

7.49

Virus None 0

0.00

11

13.11

0

0.00

11

13.11

Novell 

GroupWise

0

0.00

1

10.59

0

0.00

1

10.59

Symantec 

AntiVirus

0

0.00

3

8.66

0

0.00

3

8.66

Total 0

0.00

15

12.05

0

0.00

15

12.05



High Low Medium Total

Metro D 

Desktop 

Support

PC/Laptop Total 1

0.02

42

6.47

1

0.02

44

6.17

Print/Copy/Sca

n/Fax

Error Code None 2

2.41

5

2.21

0

0.00

7

2.27

Total 2

2.41

5

2.21

0

0.00

7

2.27

Incident None 0

0.00

15

3.12

0

0.00

15

3.12

Novell iPrint 0

0.00

1

1.72

0

0.00

1

1.72

Total 0

0.00

16

3.03

0

0.00

16

3.03

None None 0

0.00

4

1.93

0

0.00

4

1.93

Total 0

0.00

4

1.93

0

0.00

4

1.93

Total 2

2.41

25

2.69

0

0.00

27

2.67

Server None None 0

0.00

3

22.27

0

0.00

3

22.27

Total 0

0.00

3

22.27

0

0.00

3

22.27

Total 0

0.00

3

22.27

0

0.00

3

22.27

Total 3
1.61

201
7.59

8
9.43

212
7.58

Metro D Help 

Desk

_No Tier 2 None None 0

0.00

4

131.63

1

0.00

5

115.18

Total 0

0.00

4

131.63

1

0.00

5

115.18

Total 0

0.00

4

131.63

1

0.00

5

115.18



High Low Medium Total

Metro D Help 

Desk

Application Error Microsoft Excel 0

0.00

1

0.21

0

0.00

1

0.21

None 0

0.00

1

3.15

0

0.00

1

3.15

Novell 

GroupWise

0

0.00

2

0.67

0

0.00

2

0.67

Total 0

0.00

4

1.17

0

0.00

4

1.17

None Microsoft Excel 0

0.00

1

0.10

0

0.00

1

0.10

Total 0

0.00

1

0.10

0

0.00

1

0.10

Password Novell 

GroupWise

0

0.00

3

2.85

0

0.00

3

2.85

Novell 

Messenger

0

0.00

1

30.84

0

0.00

1

30.84

Total 0

0.00

4

9.85

0

0.00

4

9.85

Reporting Novell 

GroupWise

0

0.00

1

2.84

0

0.00

1

2.84

Total 0

0.00

1

2.84

0

0.00

1

2.84

Total 0

0.00

10

4.70

0

0.00

10

4.70

Network Error None 0

0.00

1

0.00

0

0.00

1

0.00

Novell Client 

for 32-bit 

0

0.00

2

16.66

0

0.00

2

16.66

Total 0

0.00

3

11.10

0

0.00

3

11.10

Incident None 0

0.00

2

0.67

0

0.00

2

0.67



High Low Medium Total

Metro D Help 

Desk

Network Incident Total 0

0.00

2

0.67

0

0.00

2

0.67

Password None 0

0.00

2

0.15

0

0.00

2

0.15

Novell Client 

for 32-bit 

0

0.00

1

0.32

0

0.00

1

0.32

Total 0

0.00

3

0.20

0

0.00

3

0.20

Performance None 0

0.00

1

43.43

0

0.00

1

43.43

Total 0

0.00

1

43.43

0

0.00

1

43.43

Total 0

0.00

9

8.74

0

0.00

9

8.74

PC/Laptop Error None 0

0.00

1

262.91

0

0.00

1

262.91

Total 0

0.00

1

262.91

0

0.00

1

262.91

Password None 0

0.00

1

0.40

0

0.00

1

0.40

Total 0

0.00

1

0.40

0

0.00

1

0.40

Total 0

0.00

2

131.65

0

0.00

2

131.65

Print/Copy/Sca

n/Fax

Incident Novell iPrint 0

0.00

1

0.18

0

0.00

1

0.18

Total 0

0.00

1

0.18

0

0.00

1

0.18

Total 0

0.00

1

0.18

0

0.00

1

0.18

Server Error Microsoft 

Access

0

0.00

1

0.69

0

0.00

1

0.69



High Low Medium Total

Metro D Help 

Desk

Server Error None 0

0.00

1

0.04

0

0.00

1

0.04

Total 0

0.00

2

0.37

0

0.00

2

0.37

Total 0

0.00

2

0.37

0

0.00

2

0.37

Total 0
0.00

28
30.93

1
0.00

29
30.38

Metro D 

Hosting

_No Tier 2 None None 0

0.00

4

23.70

0

0.00

4

23.70

Total 0

0.00

4

23.70

0

0.00

4

23.70

Total 0

0.00

4

23.70

0

0.00

4

23.70

Application Error None 0

0.00

2

1.24

0

0.00

2

1.24

Total 0

0.00

2

1.24

0

0.00

2

1.24

Reporting None 0

0.00

1

0.33

0

0.00

1

0.33

Total 0

0.00

1

0.33

0

0.00

1

0.33

Total 0

0.00

3

0.94

0

0.00

3

0.94

Network Error None 0

0.00

11

16.98

0

0.00

11

16.98

Novell Client 

for 32-bit 

1

1.54

3

29.09

1

1.82

5

18.13

Total 1

1.54

14

19.57

1

1.82

16

17.34

Incident None 0

0.00

1

10.71

1

0.83

2

5.77



High Low Medium Total

Metro D 

Hosting

Network Incident Total 0

0.00

1

10.71

1

0.83

2

5.77

Performance None 0

0.00

2

14.49

0

0.00

2

14.49

Total 0

0.00

2

14.49

0

0.00

2

14.49

Total 1

1.54

17

18.45

2

1.33

20

15.89

Print/Copy/Sca

n/Fax

Error Code Novell iPrint 0

0.00

0

0.00

1

1.87

1

1.87

Total 0

0.00

0

0.00

1

1.87

1

1.87

Incident None 0

0.00

3

2.35

0

0.00

3

2.35

Novell iPrint 0

0.00

4

1.87

0

0.00

4

1.87

Total 0

0.00

7

2.08

0

0.00

7

2.08

Queue None 0

0.00

1

2.34

0

0.00

1

2.34

Total 0

0.00

1

2.34

0

0.00

1

2.34

Total 0

0.00

8

2.11

1

1.87

9

2.08

Server Error None 0

0.00

6

18.39

0

0.00

6

18.39

Total 0

0.00

6

18.39

0

0.00

6

18.39

None None 0

0.00

1

0.75

0

0.00

1

0.75

Total 0

0.00

1

0.75

0

0.00

1

0.75



High Low Medium Total

Metro D 

Hosting

Server Total 0

0.00

7

15.87

0

0.00

7

15.87

Total 1
1.54

39
13.83

3
1.51

43
12.68

Metro D 

Network

_No Tier 2 None None 0

0.00

2

76.24

0

0.00

2

76.24

Total 0

0.00

2

76.24

0

0.00

2

76.24

Total 0

0.00

2

76.24

0

0.00

2

76.24

Network Error None 0

0.00

2

3.26

1

3.65

3

3.39

Novell Client 

for 32-bit 

0

0.00

1

2.70

0

0.00

1

2.70

Total 0

0.00

3

3.07

1

3.65

4

3.22

Total 0

0.00

3

3.07

1

3.65

4

3.22

Total 0
0.00

5
32.34

1
3.65

6
27.56

Metro D North 

Desktop 

Support

_No Tier 2 None None 0

0.00

2

0.21

0

0.00

2

0.21

Total 0

0.00

2

0.21

0

0.00

2

0.21

Total 0

0.00

2

0.21

0

0.00

2

0.21

Application Error Microsoft 

Windows XP 

0

0.00

2

7.59

0

0.00

2

7.59

PGP 0

0.00

1

1.22

0

0.00

1

1.22

Total 0

0.00

3

5.46

0

0.00

3

5.46



High Low Medium Total

Metro D North 

Desktop 

Support

Application Password PGP Desktop 

Security

0

0.00

1

0.87

0

0.00

1

0.87

Total 0

0.00

1

0.87

0

0.00

1

0.87

Total 0

0.00

4

4.32

0

0.00

4

4.32

Network Error None 0

0.00

1

1.90

0

0.00

1

1.90

Total 0

0.00

1

1.90

0

0.00

1

1.90

Total 0

0.00

1

1.90

0

0.00

1

1.90

PC/Laptop Performance None 0

0.00

1

0.04

0

0.00

1

0.04

Total 0

0.00

1

0.04

0

0.00

1

0.04

Virus None 0

0.00

1

0.00

1

4.45

2

2.97

Total 0

0.00

1

0.00

1

4.45

2

2.97

Total 0

0.00

2

0.02

1

4.45

3

1.80

Print/Copy/Sca

n/Fax

Error Code None 0

0.00

1

0.69

0

0.00

1

0.69

Total 0

0.00

1

0.69

0

0.00

1

0.69

Total 0

0.00

1

0.69

0

0.00

1

0.69

Total 0
0.00

10
2.14

1
4.45

11
2.36

Rural Central 

Desktop 

Support

Application Error Corel 

WordPerfect 

0

0.00

1

0.00

0

0.00

1

0.00



High Low Medium Total

Rural Central 

Desktop 

Support

Application Error Microsoft 

Access 2003

0

0.00

1

0.15

0

0.00

1

0.15

Microsoft Office 

2000 

0

0.00

1

0.06

0

0.00

1

0.06

Microsoft Office 

2003 

0

0.00

1

0.03

0

0.00

1

0.03

None 0

0.00

1

0.04

0

0.00

1

0.04

PGP 0

0.00

1

0.06

0

0.00

1

0.06

Roxio Media 

Manager

0

0.00

1

0.23

0

0.00

1

0.23

Total 0

0.00

7

0.08

0

0.00

7

0.08

Total 0

0.00

7

0.08

0

0.00

7

0.08

Network Error None 0

0.00

1

3.45

0

0.00

1

3.45

Total 0

0.00

1

3.45

0

0.00

1

3.45

Total 0

0.00

1

3.45

0

0.00

1

3.45

PC/Laptop Error Microsoft 

Windows XP 

0

0.00

1

0.00

0

0.00

1

0.00

Microsoft 

Windows XP 

0

0.00

1

0.00

0

0.00

1

0.00

None 0

0.00

2

3.88

0

0.00

2

3.88

Total 0

0.00

4

2.59

0

0.00

4

2.59

Hardware None 0

0.00

3

0.03

0

0.00

3

0.03



High Low Medium Total

Rural Central 

Desktop 

Support

PC/Laptop Hardware Total 0

0.00

3

0.03

0

0.00

3

0.03

Performance None 0

0.00

1

0.03

0

0.00

1

0.03

Total 0

0.00

1

0.03

0

0.00

1

0.03

Virus None 0

0.00

2

1.03

0

0.00

2

1.03

Symantec 

AntiVirus

0

0.00

1

0.06

0

0.00

1

0.06

Symantec 

Endpoint 

0

0.00

1

15.14

0

0.00

1

15.14

Total 0

0.00

4

4.32

0

0.00

4

4.32

Total 0

0.00

12

2.51

0

0.00

12

2.51

Print/Copy/Sca

n/Fax

Incident None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

None None 0

0.00

2

0.03

0

0.00

2

0.03

Total 0

0.00

2

0.03

0

0.00

2

0.03

Total 0

0.00

3

0.03

0

0.00

3

0.03

Server Error ARCserve for 

NetWare

0

0.00

1

0.03

0

0.00

1

0.03

Total 0

0.00

1

0.03

0

0.00

1

0.03

Hardware None 0

0.00

3

0.03

0

0.00

3

0.03



High Low Medium Total

Rural Central 

Desktop 

Support

Server Hardware Total 0

0.00

3

0.03

0

0.00

3

0.03

Total 0

0.00

4

0.03

0

0.00

4

0.03

Total 0
0.00

27
1.20

0
0.00

27
1.20

Rural South 

Desktop 

Support

_No Tier 2 None Acrobat Reader 0

0.00

1

0.03

0

0.00

1

0.03

Adobe Reader 0

0.00

1

0.04

0

0.00

1

0.04

ArcGIS 0

0.00

1

0.00

0

0.00

1

0.00

Internet 

Explorer

0

0.00

2

0.14

0

0.00

2

0.14

Microsoft 

Windows XP 

0

0.00

2

0.30

0

0.00

2

0.30

None 0

0.00

1

0.17

1

0.30

2

0.23

Novell 

GroupWise

0

0.00

1

0.01

0

0.00

1

0.01

Novell 

GroupWise 

0

0.00

1

0.05

0

0.00

1

0.05

PGP for 

Windows

0

0.00

0

0.00

1

0.62

1

0.62

Symantec 

Endpoint 

0

0.00

3

0.32

0

0.00

3

0.32

Total 0

0.00

13

0.16

2

0.46

15

0.20

Total 0

0.00

13

0.16

2

0.46

15

0.20

Application Error None 0

0.00

1

0.27

0

0.00

1

0.27



High Low Medium Total

Rural South 

Desktop 

Support

Application Error Novell 

GroupWise

0

0.00

1

6.16

0

0.00

1

6.16

PGP 0

0.00

1

5.07

0

0.00

1

5.07

Total 0

0.00

3

3.83

0

0.00

3

3.83

None ArcGIS 0

0.00

1

1.80

0

0.00

1

1.80

Corel 

WordPerfect

0

0.00

1

0.04

0

0.00

1

0.04

Microsoft 

Windows XP 

0

0.00

1

0.13

0

0.00

1

0.13

Total 0

0.00

3

0.66

0

0.00

3

0.66

Total 0

0.00

6

2.24

0

0.00

6

2.24

Network Performance None 0

0.00

1

0.35

0

0.00

1

0.35

Total 0

0.00

1

0.35

0

0.00

1

0.35

Virus None 0

0.00

2

0.24

0

0.00

2

0.24

Novell Client 

for 32-bit 

0

0.00

1

2.42

0

0.00

1

2.42

Total 0

0.00

3

0.96

0

0.00

3

0.96

Total 0

0.00

4

0.81

0

0.00

4

0.81

PC/Laptop Error None 0

0.00

1

1.21

0

0.00

1

1.21

Total 0

0.00

1

1.21

0

0.00

1

1.21



High Low Medium Total

Rural South 

Desktop 

Support

PC/Laptop Hardware None 0

0.00

2

0.05

0

0.00

2

0.05

Total 0

0.00

2

0.05

0

0.00

2

0.05

None None 0

0.00

1

0.02

0

0.00

1

0.02

Total 0

0.00

1

0.02

0

0.00

1

0.02

Performance None 0

0.00

3

1.57

0

0.00

3

1.57

Total 0

0.00

3

1.57

0

0.00

3

1.57

Virus Symantec 

Endpoint 

0

0.00

1

0.08

0

0.00

1

0.08

Total 0

0.00

1

0.08

0

0.00

1

0.08

Total 0

0.00

8

0.77

0

0.00

8

0.77

Print/Copy/Sca

n/Fax

Incident None 0

0.00

5

2.01

0

0.00

5

2.01

Total 0

0.00

5

2.01

0

0.00

5

2.01

Queue None 0

0.00

1

0.06

0

0.00

1

0.06

Total 0

0.00

1

0.06

0

0.00

1

0.06

Total 0

0.00

6

1.68

0

0.00

6

1.68

Total 0
0.00

37
0.95

2
0.46

39
0.92

Security Application Error None 0

0.00

1

12.01

0

0.00

1

12.01



High Low Medium Total

Security Application Error Total 0

0.00

1

12.01

0

0.00

1

12.01

Total 0

0.00

1

12.01

0

0.00

1

12.01

Total 0
0.00

1
12.01

0
0.00

1
12.01

Voice 

Operations

Telecom Call/Receive None 0

0.00

2

4.08

0

0.00

2

4.08

Total 0

0.00

2

4.08

0

0.00

2

4.08

Dial Tone Telephone 0

0.00

0

0.00

2

0.31

2

0.31

Total 0

0.00

0

0.00

2

0.31

2

0.31

Feature Telephone 0

0.00

1

0.13

0

0.00

1

0.13

Total 0

0.00

1

0.13

0

0.00

1

0.13

Hardware None 0

0.00

1

0.56

0

0.00

1

0.56

Total 0

0.00

1

0.56

0

0.00

1

0.56

None None 0

0.00

3

0.32

0

0.00

3

0.32

Total 0

0.00

3

0.32

0

0.00

3

0.32

Voice Mail None 0

0.00

3

0.43

0

0.00

3

0.43

Total 0

0.00

3

0.43

0

0.00

3

0.43

Total 0

0.00

10

1.11

2

0.31

12

1.01



High Low Medium Total

Voice 

Operations

Total 0
0.00

10
1.11

2
0.31

12
1.01

Voice/Data/WA

N Services

Telecom Hardware None 0

0.00

3

0.84

0

0.00

3

0.84

Total 0

0.00

3

0.84

0

0.00

3

0.84

Total 0

0.00

3

0.84

0

0.00

3

0.84

Total 0
0.00

3
0.84

0
0.00

3
0.84

Wireless 

Services

_No Tier 2 None None 0

0.00

1

12.80

0

0.00

1

12.80

Total 0

0.00

1

12.80

0

0.00

1

12.80

Total 0

0.00

1

12.80

0

0.00

1

12.80

Total 0
0.00

1
12.80

0
0.00

1
12.80

Total 5
1.85

388
8.78

18
5.26

411
8.55

_No Tier 2 NoNone  0.08TIR:TIR Missed:NoneINC000000053681

Yes  442.13TTR:TTR Missed:Metro D Help Desk Low ClosedNatural Resources

_No Tier 2 NoNone  0.02TIR:TIR Missed:NoneINC000000077970

Yes  140.01TTR:TTR Missed:Metro D Network Low ClosedNatural Resources

_No Tier 2 NoNone  0.02TIR:TIR Missed:NoneINC000000081064

Yes  9.61TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.36TIR:TIR Missed:NoneINC000000086864

No  0.00TTR:TTR Missed:Metro D Help Desk Medium ClosedNatural Resources

_No Tier 2 NoNone  0.03TIR:TIR Missed:NoneINC000000087543

No  0.03TTR:TTR Missed:Metro D North Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.40TIR:TIR Missed:NoneINC000000088639

No  0.40TTR:TTR Missed:Metro D North Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.12TIR:TIR Missed:NoneINC000000088671

No  0.00TTR:TTR Missed:Metro D Help Desk Low ClosedNatural Resources

_No Tier 2 NoNone  0.04TIR:TIR Missed:Novell ConsoleOneINC000000089000

No  0.04TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.10TIR:TIR Missed:NoneINC000000089198



No  4.13TTR:TTR Missed:Metro D Hosting Low ClosedNatural Resources

_No Tier 2 NoNone  0.02TIR:TIR Missed:NoneINC000000089325

No  0.02TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.08TIR:TIR Missed:NoneINC000000089544

No  0.08TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.03TIR:TIR Missed:NoneINC000000089910

Yes  7.94TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.62TIR:TIR Missed:PGP for WindowsINC000000090130

No  0.62TTR:TTR Missed:Rural South Desktop Support Medium ClosedNatural Resources

_No Tier 2 YesNone  35.21TIR:TIR Missed:NoneINC000000090786

Yes  35.21TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.01TIR:TIR Missed:NoneINC000000091077

No  2.92TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 YesNone  31.30TIR:TIR Missed:NoneINC000000091201

Yes  31.31TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 YesNone  29.04TIR:TIR Missed:NoneINC000000091422

Yes  29.04TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.02TIR:TIR Missed:NoneINC000000091785

No  0.02TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  2.05TIR:TIR Missed:NoneINC000000091828

No  2.05TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  2.13TIR:TIR Missed:NoneINC000000092249

Yes  18.02TTR:TTR Missed:Metro D Help Desk Low ClosedNatural Resources

_No Tier 2 NoNone  0.02TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000092399

No  0.02TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 YesNone  2.12TIR:TIR Missed:NoneINC000000092687

No  3.40TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.18TIR:TIR Missed:NoneINC000000092732

No  0.18TTR:TTR Missed:Metro D Desktop Support Medium ClosedNatural Resources

_No Tier 2 NoNone  0.56TIR:TIR Missed:NoneINC000000092893

No  0.56TTR:TTR Missed:Metro D Help Desk Low ClosedNatural Resources

_No Tier 2 NoNone  0.05TIR:TIR Missed:NoneINC000000093028

No  0.05TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.02TIR:TIR Missed:Novell ConsoleOneINC000000093037

No  0.02TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.14TIR:TIR Missed:NoneINC000000093731

No  0.14TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 YesNone  3.47TIR:TIR Missed:NoneINC000000094306

Yes  89.21TTR:TTR Missed:Metro D Hosting Low ResolvedNatural Resources

_No Tier 2 NoNone  0.02TIR:TIR Missed:NoneINC000000094392

No  0.38TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.70TIR:TIR Missed:NoneINC000000094925

No  0.74TTR:TTR Missed:Metro D Hosting Low ClosedNatural Resources

_No Tier 2 NoNone  0.58TIR:TIR Missed:NoneINC000000094979

Yes  12.46TTR:TTR Missed:Metro D Network Low ClosedNatural Resources

_No Tier 2 NoNone  0.12TIR:TIR Missed:Novell ConsoleOneINC000000095053

No  1.04TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.03TIR:TIR Missed:NoneINC000000095211



No  0.03TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 YesNone  1.50TIR:TIR Missed:NoneINC000000095298

No  1.50TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.02TIR:TIR Missed:Novell GroupWiseINC000000095343

No  0.02TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.01TIR:TIR Missed:NoneINC000000095552

No  0.01TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.01TIR:TIR Missed:NoneINC000000095708

No  0.01TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000095721

No  0.37TTR:TTR Missed:Metro B Help Desk Low ClosedNatural Resources

_No Tier 2 NoNone  0.01TIR:TIR Missed:Novell GroupWiseINC000000096149

No  0.01TTR:TTR Missed:Rural South Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.02TIR:TIR Missed:NoneINC000000096416

No  0.02TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.07TIR:TIR Missed:NoneINC000000096724

No  0.30TTR:TTR Missed:Rural South Desktop Support Medium ResolvedNatural Resources

_No Tier 2 NoNone  0.10TIR:TIR Missed:Internet ExplorerINC000000096880

No  0.10TTR:TTR Missed:Rural South Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.08TIR:TIR Missed:NoneINC000000097169

No  2.86TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.04TIR:TIR Missed:NoneINC000000097356

No  0.04TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.04TIR:TIR Missed:Adobe ReaderINC000000097698

No  0.04TTR:TTR Missed:Rural South Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.05TIR:TIR Missed:Symantec Endpoint ProtectionINC000000097706

No  0.05TTR:TTR Missed:Rural South Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.17TIR:TIR Missed:Internet ExplorerINC000000097766

No  0.17TTR:TTR Missed:Rural South Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:Symantec Endpoint ProtectionINC000000097789

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.03TIR:TIR Missed:NoneINC000000097925

Yes  14.85TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000098538

Yes  36.86TTR:TTR Missed:Capitol Hosting Low ResolvedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000098553

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.60TIR:TIR Missed:Microsoft Windows XP ProfessionalINC000000098961

No  0.60TTR:TTR Missed:Rural South Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.23TIR:TIR Missed:NoneINC000000098980

No  0.63TTR:TTR Missed:Metro D Desktop Support Medium ResolvedNatural Resources

_No Tier 2 NoNone  0.11TIR:TIR Missed:NoneINC000000098989

No  3.27TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 YesNone  1.52TIR:TIR Missed:NoneINC000000099180

No  2.21TTR:TTR Missed:Metro D Desktop Support Medium ResolvedNatural Resources

_No Tier 2 NoNone  0.01TIR:TIR Missed:Novell ConsoleOneINC000000099319

No  0.22TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.05TIR:TIR Missed:Novell ConsoleOneINC000000099658



No  0.05TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.03TIR:TIR Missed:Acrobat ReaderINC000000099708

No  0.03TTR:TTR Missed:Rural South Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.05TIR:TIR Missed:Novell GroupWise 32-bit Windows ClientINC000000099727

No  0.05TTR:TTR Missed:Rural South Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.04TIR:TIR Missed:NoneINC000000099790

No  0.04TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.04TIR:TIR Missed:NoneINC000000100312

No  0.04TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.48TIR:TIR Missed:NoneINC000000100339

No  3.49TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.01TIR:TIR Missed:NoneINC000000100388

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000100400

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000100402

Yes  13.35TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.17TIR:TIR Missed:NoneINC000000100562

No  0.17TTR:TTR Missed:Rural South Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.40TIR:TIR Missed:NoneINC000000100572

No  0.71TTR:TTR Missed:Metro D Hosting Low ResolvedNatural Resources

_No Tier 2 NoNone  0.57TIR:TIR Missed:NoneINC000000100577

No  0.57TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.30TIR:TIR Missed:BlackBerryINC000000100586

No  0.30TTR:TTR Missed:Capitol Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.91TIR:TIR Missed:Symantec Endpoint ProtectionINC000000100664

No  0.91TTR:TTR Missed:Rural South Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.01TIR:TIR Missed:Novell ConsoleOneINC000000101260

No  2.60TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.03TIR:TIR Missed:NoneINC000000101347

No  0.05TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.01TIR:TIR Missed:NoneINC000000101822

No  0.01TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.14TIR:TIR Missed:NoneINC000000101851

_No Tier 2 NoNone  0.18TIR:TIR Missed:NoneINC000000101851

No  0.18TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

No  0.19TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:Microsoft Windows XP ProfessionalINC000000101891

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:ArcGISINC000000101892

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000101990

Yes  12.80TTR:TTR Missed:Wireless Services Low ResolvedNatural Resources

_No Tier 2 NoNone  0.01TIR:TIR Missed:NoneINC000000102581

No  5.19TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.03TIR:TIR Missed:NoneINC000000102583

No  5.15TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000103050



No  2.14TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.11TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000103994

No  0.48TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000104424

No  4.63TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000104706

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Application

Application NoError  0.52TIR:TIR Missed:ZENworks for DesktopsINC000000079415

Yes  90.76TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Application NoError  0.11TIR:TIR Missed:Microsoft Office 2003 ProfessionalINC000000079623

No  3.30TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Application NoError  0.58TIR:TIR Missed:NoneINC000000083286

Yes  51.49TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Application NoError  0.64TIR:TIR Missed:NoneINC000000083290

Yes  51.45TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Application NoError  0.15TIR:TIR Missed:NoneINC000000085720

Yes  19.69TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Application NoError  0.38TIR:TIR Missed:Microsoft Windows XP ProfessionalINC000000085868

Yes  8.39TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Application YesError  1.12TIR:TIR Missed:Microsoft Windows XP ProfessionalINC000000086116

Yes  13.75TTR:TTR Missed:Metro D North Desktop Support Low ClosedNatural Resources

Application NoError  0.44TIR:TIR Missed:Novell MessengerINC000000086659

Yes  7.30TTR:TTR Missed:Capitol Hosting Low ClosedNatural Resources

Application YesPassword  1.81TIR:TIR Missed:Novell GroupWiseINC000000087456

Yes  7.36TTR:TTR Missed:Metro D Help Desk Low ClosedNatural Resources

Application YesReporting  1.85TIR:TIR Missed:Novell GroupWiseINC000000087631

No  1.85TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Application YesError  6.16TIR:TIR Missed:Novell GroupWiseINC000000087673

Yes  6.16TTR:TTR Missed:Rural South Desktop Support Low ResolvedNatural Resources

Application NoReporting  0.47TIR:TIR Missed:Novell GroupWiseINC000000087812

No  2.84TTR:TTR Missed:Metro D Help Desk Low ClosedNatural Resources

Application NoPassword  0.09TIR:TIR Missed:Novell MessengerINC000000088002

Yes  30.84TTR:TTR Missed:Metro D Help Desk Low ClosedNatural Resources

Application NoError  0.12TIR:TIR Missed:NoneINC000000088128

No  0.86TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Application NoError  0.23TIR:TIR Missed:Novell GroupWiseINC000000088138

Yes  14.17TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Application NoError  0.73TIR:TIR Missed:Novell GroupWiseINC000000088166

No  4.30TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Application NoError  0.00TIR:TIR Missed:Corel WordPerfect Suite ToolsINC000000088735

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedNatural Resources

Application NoReporting  0.33TIR:TIR Missed:NoneINC000000088855

No  0.33TTR:TTR Missed:Metro D Hosting Low ClosedNatural Resources

Application NoReporting  0.20TIR:TIR Missed:Novell ConsoleOneINC000000089042

No  0.91TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Application YesPassword  1.11TIR:TIR Missed:Novell GroupWiseINC000000089098

No  1.11TTR:TTR Missed:Metro D Help Desk Low ClosedNatural Resources



Application NoError  0.09TIR:TIR Missed:NoneINC000000089291

Yes  40.16TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Application NoError  0.21TIR:TIR Missed:Microsoft ExcelINC000000089388

No  0.21TTR:TTR Missed:Metro D Help Desk Low ClosedNatural Resources

Application NoError  0.22TIR:TIR Missed:Microsoft ExcelINC000000089391

No  5.59TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Application NoError  0.06TIR:TIR Missed:PGPINC000000089424

No  0.06TTR:TTR Missed:Rural Central Desktop Support Low ClosedNatural Resources

Application NoError  0.23TIR:TIR Missed:Roxio Media ManagerINC000000089438

No  0.23TTR:TTR Missed:Rural Central Desktop Support Low ClosedNatural Resources

Application NoError  0.24TIR:TIR Missed:Microsoft Windows XP ProfessionalINC000000089640

No  4.26TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Application NoReporting  0.10TIR:TIR Missed:NoneINC000000089673

No  0.62TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Application NoError  0.12TIR:TIR Missed:NoneINC000000089674

No  0.64TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Application NoError  0.15TIR:TIR Missed:Microsoft Access 2003INC000000089710

No  0.15TTR:TTR Missed:Rural Central Desktop Support Low ClosedNatural Resources

Application NoError  0.48TIR:TIR Missed:Novell GroupWiseINC000000089804

Yes  18.82TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Application YesError  2.29TIR:TIR Missed:Novell GroupWiseINC000000089970

Yes  22.93TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Application NoNone  0.10TIR:TIR Missed:Microsoft ExcelINC000000089986

No  0.10TTR:TTR Missed:Metro D Help Desk Low ClosedNatural Resources

Application NoError  0.66TIR:TIR Missed:Novell GroupWiseINC000000090164

No  2.48TTR:TTR Missed:Capitol Desktop Support Low ClosedNatural Resources

Application NoReporting  0.12TIR:TIR Missed:Novell GroupWiseINC000000090334

Yes  11.87TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Application NoNone  0.04TIR:TIR Missed:Corel WordPerfectINC000000090437

No  0.04TTR:TTR Missed:Rural South Desktop Support Low ClosedNatural Resources

Application YesError  35.63TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000090797

Yes  45.25TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Application NoError  0.97TIR:TIR Missed:Novell ConsoleOneINC000000090875

No  5.87TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Application NoError  0.44TIR:TIR Missed:Novell GroupWiseINC000000090973

Yes  17.56TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Application NoNone  0.60TIR:TIR Missed:NoneINC000000091376

No  1.03TTR:TTR Missed:Metro D Desktop Support Medium ClosedNatural Resources

Application NoError  0.16TIR:TIR Missed:Novell GroupWiseINC000000091473

No  0.16TTR:TTR Missed:Metro D Help Desk Low ClosedNatural Resources

Application NoPassword  0.08TIR:TIR Missed:Novell GroupWiseINC000000091862

No  0.08TTR:TTR Missed:Metro D Help Desk Low ClosedNatural Resources

Application NoError  0.03TIR:TIR Missed:Microsoft Office 2003 ProfessionalINC000000093260

No  0.03TTR:TTR Missed:Rural Central Desktop Support Low ClosedNatural Resources

Application NoNone  0.04TIR:TIR Missed:NoneINC000000093278

Yes  21.23TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Application NoError  0.37TIR:TIR Missed:Novell GroupWiseINC000000093578

No  0.98TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources



Application YesError  4.90TIR:TIR Missed:Novell GroupWiseINC000000093632

No  4.90TTR:TTR Missed:Metro C Desktop Support Low ClosedNatural Resources

Application NoError  0.04TIR:TIR Missed:NoneINC000000093754

No  0.04TTR:TTR Missed:Rural Central Desktop Support Low ClosedNatural Resources

Application NoError  0.21TIR:TIR Missed:Microsoft ExcelINC000000093995

No  0.74TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Application YesError  2.20TIR:TIR Missed:NoneINC000000094005

No  2.20TTR:TTR Missed:Metro C Desktop Support Low ClosedNatural Resources

Application YesError  1.18TIR:TIR Missed:Novell GroupWiseINC000000094749

No  1.18TTR:TTR Missed:Metro D Help Desk Low ClosedNatural Resources

Application YesError  3.94TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000094764

No  3.94TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Application NoError  0.29TIR:TIR Missed:NoneINC000000094951

No  0.29TTR:TTR Missed:Help Desk Low ClosedNatural Resources

Application NoError  0.03TIR:TIR Missed:NoneINC000000095575

No  4.11TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Application NoError  0.06TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000095859

Yes  35.39TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Application NoReporting  0.58TIR:TIR Missed:Novell GroupWiseINC000000096263

No  3.70TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Application NoPassword  0.65TIR:TIR Missed:PGP for WindowsINC000000096374

No  4.50TTR:TTR Missed:Metro C Desktop Support Low ClosedNatural Resources

Application YesError  4.18TIR:TIR Missed:Adobe Acrobat 8.0 StandardINC000000096421

Yes  27.25TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Application NoReporting  0.28TIR:TIR Missed:Oracle 8 ODBC DriverINC000000096519

Yes  7.74TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Application YesError  5.07TIR:TIR Missed:PGPINC000000096873

No  5.07TTR:TTR Missed:Rural South Desktop Support Low ClosedNatural Resources

Application NoError  0.03TIR:TIR Missed:Novell GroupWiseINC000000097696

No  5.97TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Application YesReporting  2.04TIR:TIR Missed:NoneINC000000098745

No  5.20TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Application NoError  0.27TIR:TIR Missed:NoneINC000000099031

No  0.27TTR:TTR Missed:Rural South Desktop Support Low ResolvedNatural Resources

Application YesError  3.15TIR:TIR Missed:NoneINC000000099126

No  3.15TTR:TTR Missed:Metro D Help Desk Low ResolvedNatural Resources

Application NoError  0.21TIR:TIR Missed:Microsoft WordINC000000099217

No  0.21TTR:TTR Missed:Help Desk Low ResolvedNatural Resources

Application YesReporting  1.76TIR:TIR Missed:Microsoft WordINC000000099232

No  4.34TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Application NoError  0.06TIR:TIR Missed:Microsoft Office 2000 Professional SR-1INC000000099341

No  0.06TTR:TTR Missed:Rural Central Desktop Support Low ResolvedNatural Resources

Application NoError  0.40TIR:TIR Missed:NoneINC000000099693

No  1.45TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Application NoPassword  0.49TIR:TIR Missed:PGP Desktop SecurityINC000000099814

No  0.87TTR:TTR Missed:Metro D North Desktop Support Low ResolvedNatural Resources

Application YesError  2.86TIR:TIR Missed:NoneINC000000100172

Yes  12.01TTR:TTR Missed:Security Low ResolvedNatural Resources



Application NoError  0.98TIR:TIR Missed:NoneINC000000100192

No  0.98TTR:TTR Missed:Metro D Hosting Low ResolvedNatural Resources

Application YesError  1.43TIR:TIR Missed:Microsoft Windows XP ProfessionalINC000000100407

No  1.43TTR:TTR Missed:Metro D North Desktop Support Low ResolvedNatural Resources

Application NoReporting  0.12TIR:TIR Missed:NoneINC000000100474

No  0.12TTR:TTR Missed:Help Desk Low ResolvedNatural Resources

Application NoNone  0.13TIR:TIR Missed:Microsoft Windows XP ProfessionalINC000000100590

No  0.13TTR:TTR Missed:Rural South Desktop Support Low ResolvedNatural Resources

Application NoReporting  0.56TIR:TIR Missed:Novell GroupWiseINC000000100942

No  2.19TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Application NoPassword  0.22TIR:TIR Missed:Utah Master DirectoryINC000000101489

No  0.93TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Application NoError  0.05TIR:TIR Missed:Corel WordPerfectINC000000101539

No  0.46TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Application YesError  1.82TIR:TIR Missed:NoneINC000000101585

No  2.38TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Application YesError  1.51TIR:TIR Missed:NoneINC000000101749

No  1.51TTR:TTR Missed:Metro D Hosting Low ResolvedNatural Resources

Application NoError  0.00TIR:TIR Missed:Utah Master DirectoryINC000000101954

No  0.00TTR:TTR Missed:Help Desk Low ResolvedNatural Resources

Application NoError  0.23TIR:TIR Missed:Novell GroupWiseINC000000102300

Yes  6.87TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Application NoError  0.23TIR:TIR Missed:NoneINC000000102307

No  2.07TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Application NoError  0.15TIR:TIR Missed:PGPINC000000102497

No  1.22TTR:TTR Missed:Metro D North Desktop Support Low ResolvedNatural Resources

Application NoError  0.29TIR:TIR Missed:Roxio Media ManagerINC000000102793

Yes  13.38TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Application NoNone  0.47TIR:TIR Missed:ArcGISINC000000103541

No  1.80TTR:TTR Missed:Rural South Desktop Support Low ResolvedNatural Resources

Billing

Billing YesNone  5.07TIR:TIR Missed:NoneINC000000089145

No  5.07TTR:TTR Missed:Billing Low ClosedNatural Resources

Billing NoNone  0.74TIR:TIR Missed:NoneINC000000092170

No  5.75TTR:TTR Missed:Billing Low ClosedNatural Resources

EIS Hardware

EIS Hardware YesNone  1.33TIR:TIR Missed:NoneINC000000092400

No  1.33TTR:TTR Missed:Help Desk Low ClosedNatural Resources

EIS Hardware NoPrinter  0.29TIR:TIR Missed:NoneINC000000092531

No  2.58TTR:TTR Missed:Diebold Low ClosedNatural Resources

EIS Hardware NoNone  0.25TIR:TIR Missed:NoneINC000000102977

No  5.75TTR:TTR Missed:Diebold Low ResolvedNatural Resources

Gascard

Gascard NoCard  0.00TIR:TIR Missed:GascardINC000000104686

No  0.00TTR:TTR Missed:Help Desk Low ResolvedNatural Resources

Mobile Devices

Mobile Devices YesError  1.55TIR:TIR Missed:NoneINC000000088663

No  3.39TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources



Mobile Devices NoError  0.34TIR:TIR Missed:BlackBerryINC000000103112

No  0.34TTR:TTR Missed:Capitol Desktop Support Low ResolvedNatural Resources

Network

Network NoVirus  0.05TIR:TIR Missed:NoneINC000000085756

Yes  33.98TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Network YesError  1.49TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000086773

No  1.82TTR:TTR Missed:Metro D Hosting Medium ClosedNatural Resources

Network YesError  1.28TIR:TIR Missed:NoneINC000000086779

No  1.74TTR:TTR Missed:Metro D Hosting Low ClosedNatural Resources

Network YesError  1.08TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000086783

No  1.54TTR:TTR Missed:Metro D Hosting High ClosedNatural Resources

Network NoPerformance  0.65TIR:TIR Missed:NoneINC000000086797

No  1.42TTR:TTR Missed:Metro D Hosting Low ClosedNatural Resources

Network NoPassword  0.20TIR:TIR Missed:NoneINC000000086997

No  0.20TTR:TTR Missed:Metro D Help Desk Low ClosedNatural Resources

Network NoError  0.31TIR:TIR Missed:NoneINC000000087078

No  0.31TTR:TTR Missed:Metro D Hosting Low ClosedNatural Resources

Network NoError  0.10TIR:TIR Missed:NoneINC000000087090

No  1.57TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Network NoError  0.17TIR:TIR Missed:NoneINC000000087110

No  0.17TTR:TTR Missed:Metro D Hosting Low ClosedNatural Resources

Network NoVirus  0.39TIR:TIR Missed:NoneINC000000087815

No  0.39TTR:TTR Missed:Rural South Desktop Support Low ClosedNatural Resources

Network NoVirus  0.08TIR:TIR Missed:NoneINC000000087857

No  0.08TTR:TTR Missed:Rural South Desktop Support Low ClosedNatural Resources

Network NoError  0.30TIR:TIR Missed:NoneINC000000087920

No  0.78TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Network YesPerformance  1.31TIR:TIR Missed:NoneINC000000088042

Yes  43.43TTR:TTR Missed:Metro D Help Desk Low ClosedNatural Resources

Network NoPassword  0.10TIR:TIR Missed:NoneINC000000088258

No  0.10TTR:TTR Missed:Metro D Help Desk Low ClosedNatural Resources

Network NoError  0.80TIR:TIR Missed:NoneINC000000088288

No  1.31TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Network NoError  1.84TIR:TIR Missed:NoneINC000000088353

No  1.84TTR:TTR Missed:Help Desk Low ClosedNatural Resources

Network NoError  0.32TIR:TIR Missed:NoneINC000000088783

No  0.32TTR:TTR Missed:Metro D Hosting Low ClosedNatural Resources

Network NoError  0.28TIR:TIR Missed:NoneINC000000088877

Yes  64.17TTR:TTR Missed:Metro D Hosting Low ClosedNatural Resources

Network NoIncident  0.59TIR:TIR Missed:NoneINC000000088897

No  0.59TTR:TTR Missed:Metro D Help Desk Low ClosedNatural Resources

Network NoError  0.06TIR:TIR Missed:NoneINC000000088948

No  2.71TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Network YesError  1.58TIR:TIR Missed:NoneINC000000089148

No  3.42TTR:TTR Missed:Metro D Hosting Low ClosedNatural Resources

Network YesError  1.33TIR:TIR Missed:NoneINC000000089240

No  1.33TTR:TTR Missed:Metro D Hosting Low ClosedNatural Resources

Network NoError  0.09TIR:TIR Missed:NoneINC000000089413



No  2.62TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Network NoPassword  0.32TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000089650

No  0.32TTR:TTR Missed:Metro D Help Desk Low ClosedNatural Resources

Network NoError  0.47TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000089719

Network NoError  9.72TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000089719

No  9.72TTR:TTR Missed:Metro D Hosting Low ClosedNatural Resources

Yes  40.72TTR:TTR Missed:Metro D Hosting Low ClosedNatural Resources

Network YesError  1.90TIR:TIR Missed:NoneINC000000089999

No  1.90TTR:TTR Missed:Metro D North Desktop Support Low ClosedNatural Resources

Network NoIncident  1.00TIR:TIR Missed:NoneINC000000090275

Yes  17.64TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Network NoError  0.90TIR:TIR Missed:NoneINC000000090285

Yes  6.08TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Network NoError  0.00TIR:TIR Missed:NoneINC000000090712

No  0.00TTR:TTR Missed:Metro D Help Desk Low ClosedNatural Resources

Network YesError  34.25TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000090720

Yes  35.02TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Network NoVirus  0.23TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000090752

No  2.42TTR:TTR Missed:Rural South Desktop Support Low ClosedNatural Resources

Network YesError  35.44TIR:TIR Missed:NoneINC000000090755

Yes  35.44TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Network YesError  35.32TIR:TIR Missed:NoneINC000000090762

Yes  35.32TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Network NoError  0.76TIR:TIR Missed:NoneINC000000090883

No  0.76TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Network YesIncident  34.00TIR:TIR Missed:NoneINC000000090906

Yes  46.90TTR:TTR Missed:Metro D Desktop Support Medium ClosedNatural Resources

Network YesError  1.57TIR:TIR Missed:Novell ConsoleOneINC000000090916

No  5.14TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Network NoPassword  0.05TIR:TIR Missed:NoneINC000000090921

No  0.05TTR:TTR Missed:Help Desk Low ClosedNatural Resources

Network YesError  26.75TIR:TIR Missed:NoneINC000000090957

Yes  33.99TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Network YesError  31.74TIR:TIR Missed:NoneINC000000091167

Yes  31.74TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Network YesError  3.45TIR:TIR Missed:NoneINC000000091440

No  3.45TTR:TTR Missed:Rural Central Desktop Support Low ClosedNatural Resources

Network NoPerformance  0.05TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000091554

No  0.05TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Network NoIncident  0.76TIR:TIR Missed:NoneINC000000091594

No  0.76TTR:TTR Missed:Metro D Help Desk Low ClosedNatural Resources

Network NoError  0.06TIR:TIR Missed:NoneINC000000091775

No  5.76TTR:TTR Missed:Metro D Hosting Low ClosedNatural Resources

Network YesError  23.45TIR:TIR Missed:NoneINC000000091851

Yes  23.85TTR:TTR Missed:Metro D Desktop Support Medium ClosedNatural Resources

Network NoError  0.29TIR:TIR Missed:NoneINC000000091931

No  4.81TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Network YesIncident  18.32TIR:TIR Missed:NoneINC000000092353



Yes  18.40TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Network NoPassword  0.18TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000092491

No  5.48TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Network NoPassword  0.77TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000092975

No  5.22TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Network NoIncident  0.02TIR:TIR Missed:Novell GroupWiseINC000000093095

No  0.02TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Network NoError  0.40TIR:TIR Missed:NoneINC000000093444

Yes  46.67TTR:TTR Missed:Metro D Hosting Low ClosedNatural Resources

Network NoPassword  0.02TIR:TIR Missed:Novell ConsoleOneINC000000093728

No  0.02TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Network YesPerformance  27.55TIR:TIR Missed:NoneINC000000094029

Yes  27.55TTR:TTR Missed:Metro D Hosting Low ResolvedNatural Resources

Network YesError  8.51TIR:TIR Missed:NoneINC000000094030

Yes  61.73TTR:TTR Missed:Metro D Hosting Low ResolvedNatural Resources

Network YesError  6.55TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000094176

Yes  36.84TTR:TTR Missed:Metro D Hosting Low ClosedNatural Resources

Network NoError  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000094702

No  4.02TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Network NoError  0.21TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000094809

No  1.45TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Network NoPassword  0.03TIR:TIR Missed:NoneINC000000094899

No  0.03TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Network NoError  0.44TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000095025

No  0.62TTR:TTR Missed:Metro D Desktop Support Medium ClosedNatural Resources

Network YesError  1.31TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000095741

Yes  33.29TTR:TTR Missed:Metro D Help Desk Low ResolvedNatural Resources

Network NoError  0.16TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000096291

Yes  9.37TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Network NoPerformance  0.35TIR:TIR Missed:NoneINC000000096300

No  0.35TTR:TTR Missed:Rural South Desktop Support Low ClosedNatural Resources

Network NoVirus  0.11TIR:TIR Missed:NoneINC000000096904

Yes  30.28TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Network YesError  1.91TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000097076

Yes  12.63TTR:TTR Missed:Metro C Desktop Support Low ResolvedNatural Resources

Network NoError  0.63TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000098592

No  2.70TTR:TTR Missed:Metro D Network Low ResolvedNatural Resources

Network YesIncident  1.78TIR:TIR Missed:NoneINC000000098768

No  5.36TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Network YesPassword  3.89TIR:TIR Missed:Utah Master DirectoryINC000000098894

No  3.89TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Network NoPassword  0.05TIR:TIR Missed:Novell ConsoleOneINC000000099734

No  1.57TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Network NoIncident  0.00TIR:TIR Missed:Novell ConsoleOneINC000000100391

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Network NoError  0.17TIR:TIR Missed:NoneINC000000100534

No  0.69TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Network YesIncident  3.62TIR:TIR Missed:NoneINC000000100720



Yes  10.71TTR:TTR Missed:Metro D Hosting Low ResolvedNatural Resources

Network NoError  0.37TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000101201

No  3.18TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Network NoPassword  0.02TIR:TIR Missed:NoneINC000000101724

No  1.19TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Network NoIncident  0.10TIR:TIR Missed:Novell ConsoleOneINC000000101789

No  0.10TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Network NoError  0.16TIR:TIR Missed:NoneINC000000102034

No  3.65TTR:TTR Missed:Metro D Network Medium ResolvedNatural Resources

Network NoError  0.36TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000102048

Yes  9.31TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Network NoError  0.35TIR:TIR Missed:NoneINC000000102049

No  3.81TTR:TTR Missed:Metro D Network Low ResolvedNatural Resources

Network NoIncident  0.83TIR:TIR Missed:NoneINC000000102248

No  0.83TTR:TTR Missed:Metro D Hosting Medium ResolvedNatural Resources

Network NoError  0.02TIR:TIR Missed:NoneINC000000102543

No  0.02TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Network NoError  0.37TIR:TIR Missed:NoneINC000000102874

No  1.12TTR:TTR Missed:Metro D Hosting Low ResolvedNatural Resources

Network NoNone  0.02TIR:TIR Missed:NoneINC000000102901

No  0.02TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Network NoError  0.74TIR:TIR Missed:NoneINC000000102994

No  2.70TTR:TTR Missed:Metro D Network Low ResolvedNatural Resources

Network NoError  0.02TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000103214

No  0.02TTR:TTR Missed:Metro D Help Desk Low ResolvedNatural Resources

Network YesError  2.53TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000103216

No  3.46TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Network NoError  0.04TIR:TIR Missed:Aventail VPN ClientINC000000103672

No  1.48TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

PC/Laptop

PC/Laptop YesError  1.87TIR:TIR Missed:NoneINC000000057934

Yes  262.91TTR:TTR Missed:Metro D Help Desk Low ClosedNatural Resources

PC/Laptop NoHardware  0.43TIR:TIR Missed:NoneINC000000081965

Yes  64.83TTR:TTR Missed:Metro C Desktop Support Low ClosedNatural Resources

PC/Laptop NoError  0.02TIR:TIR Missed:Microsoft WordINC000000083798

Yes  12.61TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

PC/Laptop NoVirus  0.69TIR:TIR Missed:NoneINC000000085628

Yes  20.45TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

PC/Laptop NoVirus  0.19TIR:TIR Missed:Symantec Endpoint ProtectionINC000000085717

Yes  15.14TTR:TTR Missed:Rural Central Desktop Support Low ClosedNatural Resources

PC/Laptop NoPerformance  0.12TIR:TIR Missed:NoneINC000000085782

Yes  18.64TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000086656

PC/Laptop NoVirus  0.97TIR:TIR Missed:NoneINC000000086656

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedNatural Resources

No  2.06TTR:TTR Missed:Rural Central Desktop Support Low ClosedNatural Resources

PC/Laptop NoHardware  0.02TIR:TIR Missed:NoneINC000000087253

No  0.02TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources



PC/Laptop NoVirus  0.42TIR:TIR Missed:NoneINC000000087270

No  4.88TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

PC/Laptop NoVirus  0.06TIR:TIR Missed:Symantec AntiVirusINC000000087311

No  0.06TTR:TTR Missed:Rural Central Desktop Support Low ClosedNatural Resources

PC/Laptop YesVirus  1.59TIR:TIR Missed:NoneINC000000087659

Yes  26.08TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

PC/Laptop NoPassword  0.23TIR:TIR Missed:NoneINC000000087774

No  0.40TTR:TTR Missed:Metro D Help Desk Low ClosedNatural Resources

PC/Laptop NoNone  0.03TIR:TIR Missed:NoneINC000000088077

No  0.03TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

PC/Laptop NoError  0.05TIR:TIR Missed:NoneINC000000088335

No  1.92TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

PC/Laptop NoVirus  0.68TIR:TIR Missed:NoneINC000000088704

Yes  4.45TTR:TTR Missed:Metro D North Desktop Support Medium ClosedNatural Resources

PC/Laptop NoError  0.00TIR:TIR Missed:Microsoft Windows XP Professional [3]INC000000088734

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedNatural Resources

PC/Laptop NoVirus  0.04TIR:TIR Missed:NoneINC000000088778

No  4.93TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

PC/Laptop YesVirus  8.13TIR:TIR Missed:Symantec AntiVirusINC000000088904

Yes  8.13TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

PC/Laptop NoPerformance  0.08TIR:TIR Missed:NoneINC000000089253

No  0.08TTR:TTR Missed:Rural South Desktop Support Low ClosedNatural Resources

PC/Laptop NoVirus  0.02TIR:TIR Missed:NoneINC000000089356

No  0.02TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

PC/Laptop NoVirus  0.03TIR:TIR Missed:Symantec AntiVirusINC000000089568

No  0.03TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

PC/Laptop NoPerformance  0.02TIR:TIR Missed:NoneINC000000089570

No  0.02TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

PC/Laptop NoHardware  0.04TIR:TIR Missed:NoneINC000000089766

No  0.04TTR:TTR Missed:Rural South Desktop Support Low ClosedNatural Resources

PC/Laptop NoNone  0.13TIR:TIR Missed:NoneINC000000089939

Yes  7.34TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

PC/Laptop NoHardware  0.24TIR:TIR Missed:NoneINC000000090003

No  0.24TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

PC/Laptop NoVirus  0.14TIR:TIR Missed:Novell GroupWiseINC000000090150

Yes  10.59TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

PC/Laptop NoError  0.08TIR:TIR Missed:Microsoft Windows XP ProfessionalINC000000090268

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedNatural Resources

PC/Laptop NoHardware  0.06TIR:TIR Missed:NoneINC000000090428

No  0.06TTR:TTR Missed:Rural South Desktop Support Low ClosedNatural Resources

PC/Laptop NoHardware  0.28TIR:TIR Missed:NoneINC000000090908

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedNatural Resources

PC/Laptop YesError  1.23TIR:TIR Missed:NoneINC000000091126

No  2.83TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

PC/Laptop NoError  0.28TIR:TIR Missed:NoneINC000000091158

No  0.48TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

PC/Laptop NoVirus  0.01TIR:TIR Missed:NoneINC000000091357

No  0.00TTR:TTR Missed:Metro D North Desktop Support Low ClosedNatural Resources



PC/Laptop NoVirus  0.02TIR:TIR Missed:NoneINC000000091559

No  3.90TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

PC/Laptop YesVirus  12.21TIR:TIR Missed:NoneINC000000091671

Yes  65.28TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

PC/Laptop NoError  1.21TIR:TIR Missed:NoneINC000000092040

No  1.21TTR:TTR Missed:Rural South Desktop Support Low ClosedNatural Resources

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000092885

No  1.12TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

PC/Laptop NoVirus  0.38TIR:TIR Missed:NoneINC000000093018

No  0.38TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

PC/Laptop YesNone  3.69TIR:TIR Missed:NoneINC000000093180

No  5.56TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

PC/Laptop NoHardware  0.05TIR:TIR Missed:Microsoft Office Professional Plus 2007INC000000093893

No  0.05TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

PC/Laptop NoVirus  0.06TIR:TIR Missed:NoneINC000000093952

Yes  13.42TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

PC/Laptop NoError  0.60TIR:TIR Missed:NoneINC000000094736

No  2.53TTR:TTR Missed:Rural Central Desktop Support Low ClosedNatural Resources

PC/Laptop NoHardware  0.43TIR:TIR Missed:NoneINC000000095029

No  1.23TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

PC/Laptop NoHardware  0.07TIR:TIR Missed:NoneINC000000096159

No  0.07TTR:TTR Missed:Rural Central Desktop Support Low ClosedNatural Resources

PC/Laptop NoError  0.01TIR:TIR Missed:Novell GroupWiseINC000000096879

No  1.77TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

PC/Laptop NoError  0.05TIR:TIR Missed:NoneINC000000097358

No  0.05TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

PC/Laptop NoPerformance  0.05TIR:TIR Missed:NoneINC000000097712

No  0.05TTR:TTR Missed:Rural South Desktop Support Low ResolvedNatural Resources

PC/Laptop NoHardware  0.20TIR:TIR Missed:NoneINC000000097907

Yes  12.25TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

PC/Laptop NoError  0.08TIR:TIR Missed:NoneINC000000097935

No  0.40TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

PC/Laptop NoError  0.86TIR:TIR Missed:NoneINC000000098662

No  1.29TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

PC/Laptop NoError  0.74TIR:TIR Missed:NoneINC000000098681

No  5.77TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

PC/Laptop YesPerformance  4.60TIR:TIR Missed:NoneINC000000099336

No  4.60TTR:TTR Missed:Rural South Desktop Support Low ResolvedNatural Resources

PC/Laptop NoNone  0.02TIR:TIR Missed:NoneINC000000099732

No  0.02TTR:TTR Missed:Rural South Desktop Support Low ResolvedNatural Resources

PC/Laptop NoError  0.35TIR:TIR Missed:Novell GroupWiseINC000000100129

No  0.35TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

PC/Laptop NoVirus  0.08TIR:TIR Missed:Symantec Endpoint ProtectionINC000000100655

No  0.08TTR:TTR Missed:Rural South Desktop Support Low ResolvedNatural Resources

PC/Laptop NoError  0.35TIR:TIR Missed:NoneINC000000100695

No  3.56TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

PC/Laptop NoHardware  0.02TIR:TIR Missed:NoneINC000000101447

No  0.02TTR:TTR Missed:Metro D Desktop Support Medium ResolvedNatural Resources



PC/Laptop NoError  0.46TIR:TIR Missed:NoneINC000000101658

No  5.24TTR:TTR Missed:Rural Central Desktop Support Low ResolvedNatural Resources

PC/Laptop NoPerformance  0.04TIR:TIR Missed:NoneINC000000101734

No  0.04TTR:TTR Missed:Metro D North Desktop Support Low ResolvedNatural Resources

PC/Laptop NoHardware  0.03TIR:TIR Missed:NoneINC000000101773

No  0.03TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

PC/Laptop NoPerformance  0.03TIR:TIR Missed:NoneINC000000101869

No  0.03TTR:TTR Missed:Rural Central Desktop Support Low ResolvedNatural Resources

PC/Laptop NoError  0.02TIR:TIR Missed:NoneINC000000101885

No  0.02TTR:TTR Missed:Metro D Desktop Support High ResolvedNatural Resources

PC/Laptop NoVirus  0.56TIR:TIR Missed:NoneINC000000102075

No  3.73TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

PC/Laptop NoError  0.09TIR:TIR Missed:NoneINC000000102161

No  5.66TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

PC/Laptop NoPerformance  0.03TIR:TIR Missed:Microsoft OfficeINC000000102541

No  3.81TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

PC/Laptop NoVirus  0.04TIR:TIR Missed:Symantec AntiVirusINC000000103385

Yes  17.83TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

PC/Laptop NoError  0.09TIR:TIR Missed:NoneINC000000103831

No  1.17TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000104037

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedNatural Resources

PC/Laptop NoError  0.07TIR:TIR Missed:NoneINC000000104671

No  0.65TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

PC/Laptop NoError  0.00TIR:TIR Missed:NoneINC000000104692

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Print/Copy/Scan/Fax

Print/Copy/Scan/Fax NoIncident  0.06TIR:TIR Missed:NoneINC000000081186

Yes  7.42TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Print/Copy/Scan/Fax NoNone  0.06TIR:TIR Missed:NoneINC000000086931

No  0.06TTR:TTR Missed:Rural Central Desktop Support Low ClosedNatural Resources

Print/Copy/Scan/Fax YesIncident  1.34TIR:TIR Missed:NoneINC000000087450

No  2.50TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Print/Copy/Scan/Fax NoError Code  0.06TIR:TIR Missed:NoneINC000000087942

Yes  6.32TTR:TTR Missed:Metro C Desktop Support Low ClosedNatural Resources

Print/Copy/Scan/Fax NoError Code  0.25TIR:TIR Missed:NoneINC000000088213

No  2.74TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Print/Copy/Scan/Fax NoIncident  0.06TIR:TIR Missed:NoneINC000000089231

No  5.63TTR:TTR Missed:Rural South Desktop Support Low ClosedNatural Resources

Print/Copy/Scan/Fax NoIncident  0.04TIR:TIR Missed:NoneINC000000089860

Yes  8.38TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Print/Copy/Scan/Fax YesError Code  1.86TIR:TIR Missed:NoneINC000000091771

No  4.97TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Print/Copy/Scan/Fax NoNone  0.50TIR:TIR Missed:NoneINC000000092183

No  5.40TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Print/Copy/Scan/Fax YesIncident  3.78TIR:TIR Missed:Novell iPrintINC000000094745

No  3.78TTR:TTR Missed:Metro D Hosting Low ClosedNatural Resources

Print/Copy/Scan/Fax YesIncident  3.67TIR:TIR Missed:NoneINC000000094760



No  3.67TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Print/Copy/Scan/Fax NoNone  0.18TIR:TIR Missed:NoneINC000000094767

No  1.34TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Print/Copy/Scan/Fax YesIncident  3.48TIR:TIR Missed:NoneINC000000094806

No  3.48TTR:TTR Missed:Metro D Hosting Low ClosedNatural Resources

Print/Copy/Scan/Fax YesIncident  2.79TIR:TIR Missed:NoneINC000000094879

No  2.79TTR:TTR Missed:Metro D Hosting Low ClosedNatural Resources

Print/Copy/Scan/Fax YesIncident  2.62TIR:TIR Missed:Novell iPrintINC000000094897

No  2.62TTR:TTR Missed:Metro D Hosting Low ClosedNatural Resources

Print/Copy/Scan/Fax YesIncident  1.05TIR:TIR Missed:NoneINC000000094920

No  1.31TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Print/Copy/Scan/Fax NoIncident  0.98TIR:TIR Missed:NoneINC000000094936

No  1.18TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Print/Copy/Scan/Fax NoIncident  0.86TIR:TIR Missed:NoneINC000000094959

No  1.35TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Print/Copy/Scan/Fax YesIncident  1.05TIR:TIR Missed:NoneINC000000095322

No  1.94TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Print/Copy/Scan/Fax NoIncident  0.05TIR:TIR Missed:NoneINC000000095453

No  0.17TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Print/Copy/Scan/Fax NoIncident  0.12TIR:TIR Missed:NoneINC000000095562

Yes  9.87TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Print/Copy/Scan/Fax NoIncident  0.36TIR:TIR Missed:NoneINC000000096285

No  1.84TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Print/Copy/Scan/Fax NoIncident  0.18TIR:TIR Missed:Novell iPrintINC000000096481

No  0.18TTR:TTR Missed:Metro D Help Desk Low ClosedNatural Resources

Print/Copy/Scan/Fax NoIncident  0.55TIR:TIR Missed:Novell iPrintINC000000096920

No  0.55TTR:TTR Missed:Metro D Hosting Low ClosedNatural Resources

Print/Copy/Scan/Fax YesIncident  1.05TIR:TIR Missed:NoneINC000000097031

No  3.53TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Print/Copy/Scan/Fax NoNone  0.01TIR:TIR Missed:NoneINC000000097678

No  0.01TTR:TTR Missed:Rural Central Desktop Support Low ResolvedNatural Resources

Print/Copy/Scan/Fax YesError Code  1.93TIR:TIR Missed:NoneINC000000098767

No  2.47TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Print/Copy/Scan/Fax NoError Code  1.45TIR:TIR Missed:NoneINC000000098984

Print/Copy/Scan/Fax YesError Code  3.36TIR:TIR Missed:NoneINC000000098984

No  1.45TTR:TTR Missed:Metro D Desktop Support High ResolvedNatural Resources

Yes  3.36TTR:TTR Missed:Metro D Desktop Support High ResolvedNatural Resources

Print/Copy/Scan/Fax NoIncident  0.07TIR:TIR Missed:NoneINC000000099019

No  0.07TTR:TTR Missed:Rural South Desktop Support Low ResolvedNatural Resources

Print/Copy/Scan/Fax NoIncident  0.05TIR:TIR Missed:NoneINC000000099684

No  0.39TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Print/Copy/Scan/Fax NoIncident  0.54TIR:TIR Missed:Novell iPrintINC000000099779

No  0.54TTR:TTR Missed:Metro D Hosting Low ResolvedNatural Resources

Print/Copy/Scan/Fax NoQueue  0.06TIR:TIR Missed:NoneINC000000100719

No  0.06TTR:TTR Missed:Rural South Desktop Support Low ResolvedNatural Resources

Print/Copy/Scan/Fax NoError Code  0.69TIR:TIR Missed:NoneINC000000101013

No  0.69TTR:TTR Missed:Metro D North Desktop Support Low ResolvedNatural Resources

Print/Copy/Scan/Fax NoIncident  0.24TIR:TIR Missed:NoneINC000000101204



No  3.15TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Print/Copy/Scan/Fax NoIncident  0.03TIR:TIR Missed:NoneINC000000101233

No  4.34TTR:TTR Missed:Rural South Desktop Support Low ResolvedNatural Resources

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000101887

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedNatural Resources

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000101893

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedNatural Resources

Print/Copy/Scan/Fax YesError Code  1.87TIR:TIR Missed:Novell iPrintINC000000102370

No  1.87TTR:TTR Missed:Metro D Hosting Medium ResolvedNatural Resources

Print/Copy/Scan/Fax NoNone  0.01TIR:TIR Missed:NoneINC000000102514

No  0.01TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Print/Copy/Scan/Fax NoError Code  0.02TIR:TIR Missed:NoneINC000000102545

No  0.02TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Print/Copy/Scan/Fax YesQueue  2.34TIR:TIR Missed:NoneINC000000102713

No  2.34TTR:TTR Missed:Metro D Hosting Low ResolvedNatural Resources

Print/Copy/Scan/Fax NoIncident  0.78TIR:TIR Missed:NoneINC000000102753

No  0.78TTR:TTR Missed:Metro D Hosting Low ResolvedNatural Resources

Print/Copy/Scan/Fax NoIncident  0.03TIR:TIR Missed:NoneINC000000102898

No  0.08TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Print/Copy/Scan/Fax NoIncident  0.03TIR:TIR Missed:Novell iPrintINC000000103284

No  1.72TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Print/Copy/Scan/Fax NoError Code  0.05TIR:TIR Missed:NoneINC000000103586

No  0.84TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Print/Copy/Scan/Fax NoNone  0.09TIR:TIR Missed:NoneINC000000103848

No  0.98TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Print/Copy/Scan/Fax NoError Code  0.86TIR:TIR Missed:Novell iPrintINC000000104091

No  3.75TTR:TTR Missed:Metro C Desktop Support Low ResolvedNatural Resources

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000104714

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedNatural Resources

Server

Server NoError  0.53TIR:TIR Missed:NoneINC000000087030

Server NoError  28.27TIR:TIR Missed:NoneINC000000087030

No  28.27TTR:TTR Missed:Metro D Hosting Low ClosedNatural Resources

No  28.27TTR:TTR Missed:Metro D Hosting Low ClosedNatural Resources

Server NoHardware  0.00TIR:TIR Missed:NoneINC000000088733

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedNatural Resources

Server YesNone  33.82TIR:TIR Missed:NoneINC000000090950

Yes  43.96TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Server NoNone  1.07TIR:TIR Missed:NoneINC000000092945

Yes  12.76TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Server NoNone  0.05TIR:TIR Missed:NoneINC000000093202

Yes  10.09TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Server NoError  0.03TIR:TIR Missed:ARCserve for NetWareINC000000093263

No  0.03TTR:TTR Missed:Rural Central Desktop Support Low ClosedNatural Resources

Server YesError  1.82TIR:TIR Missed:NoneINC000000094024

Server NoError  8.59TIR:TIR Missed:NoneINC000000094024

No  8.59TTR:TTR Missed:Metro D Hosting Low ClosedNatural Resources

Yes  17.02TTR:TTR Missed:Metro D Hosting Low ClosedNatural Resources



Server NoError  0.73TIR:TIR Missed:NoneINC000000094822

No  0.73TTR:TTR Missed:Metro D Hosting Low ClosedNatural Resources

Server NoNone  0.28TIR:TIR Missed:NoneINC000000094896

No  0.75TTR:TTR Missed:Metro D Hosting Low ClosedNatural Resources

Server NoHardware  0.07TIR:TIR Missed:NoneINC000000096170

No  0.07TTR:TTR Missed:Rural Central Desktop Support Low ClosedNatural Resources

Server YesError  7.63TIR:TIR Missed:NoneINC000000096532

Yes  27.46TTR:TTR Missed:Metro D Hosting Low ResolvedNatural Resources

Server NoError  0.07TIR:TIR Missed:Microsoft AccessINC000000097776

No  0.69TTR:TTR Missed:Metro D Help Desk Low ResolvedNatural Resources

Server NoError  0.04TIR:TIR Missed:NoneINC000000097983

No  0.04TTR:TTR Missed:Metro D Help Desk Low ResolvedNatural Resources

Server NoHardware  0.04TIR:TIR Missed:NoneINC000000099789

No  0.04TTR:TTR Missed:Rural Central Desktop Support Low ResolvedNatural Resources

Server NoHardware  0.27TIR:TIR Missed:NoneINC000000101245

No  2.85TTR:TTR Missed:Capitol Hosting High ResolvedNatural Resources

Telecom

Telecom NoHardware  0.31TIR:TIR Missed:NoneINC000000085805

No  0.56TTR:TTR Missed:Voice Operations Low ClosedNatural Resources

Telecom NoCall/Receive  0.28TIR:TIR Missed:NoneINC000000085812

No  0.55TTR:TTR Missed:Voice Operations Low ClosedNatural Resources

Telecom NoNone  0.49TIR:TIR Missed:NoneINC000000086378

No  0.63TTR:TTR Missed:Voice Operations Low ClosedNatural Resources

Telecom NoVoice Mail  0.14TIR:TIR Missed:NoneINC000000087839

No  0.39TTR:TTR Missed:Voice Operations Low ClosedNatural Resources

Telecom NoCall/Receive  0.13TIR:TIR Missed:NoneINC000000088221

Yes  7.61TTR:TTR Missed:Voice Operations Low ClosedNatural Resources

Telecom NoNone  0.12TIR:TIR Missed:NoneINC000000091337

No  0.22TTR:TTR Missed:Voice Operations Low ClosedNatural Resources

Telecom NoDial Tone  0.25TIR:TIR Missed:TelephoneINC000000092046

Telecom NoDial Tone  0.89TIR:TIR Missed:TelephoneINC000000092046

No  0.46TTR:TTR Missed:Voice Operations Medium ClosedNatural Resources

No  0.00TTR:TTR Missed:Voice Operations Medium ClosedNatural Resources

Telecom NoVoice Mail  0.20TIR:TIR Missed:NoneINC000000095547

No  0.61TTR:TTR Missed:Voice Operations Low ClosedNatural Resources

Telecom NoFeature  0.05TIR:TIR Missed:TelephoneINC000000096260

No  0.13TTR:TTR Missed:Voice Operations Low ClosedNatural Resources

Telecom NoHardware  0.40TIR:TIR Missed:NoneINC000000096931

No  0.99TTR:TTR Missed:Voice/Data/WAN Services Low ResolvedNatural Resources

Telecom NoHardware  0.22TIR:TIR Missed:NoneINC000000096998

No  1.07TTR:TTR Missed:Voice/Data/WAN Services Low ResolvedNatural Resources

Telecom NoNone  0.08TIR:TIR Missed:NoneINC000000100582

No  0.11TTR:TTR Missed:Voice Operations Low ResolvedNatural Resources

Telecom NoVoice Mail  0.15TIR:TIR Missed:NoneINC000000102453

No  0.30TTR:TTR Missed:Voice Operations Low ResolvedNatural Resources

Telecom NoHardware  0.14TIR:TIR Missed:NoneINC000000102570

No  0.47TTR:TTR Missed:Voice/Data/WAN Services Low ResolvedNatural Resources


